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Your Business Teammates 


Every football star has his own specialty, but they all 
have three things in common. They share complete mastery 
of fundamentals, clean spirit of sportsmanship, and deter- 
mination to win. 

The 752 member offices of the Collection Service Division 
are all different too. Each is a local institution, adapting 
itself to local needs. But they all provide uniformly high 
standards of service and collect your accounts wherever 
they may be. 

These collection teammates are masters of collection 
fundamentals. Personal contact and individual counsel by 
ethical collectors keep always foremost the highest ideals Sage, omteny i. Laale alowctty 
of business and the protection of your customer good will. 


ASSOCIATED CREDIT BUREAUS 
OF AMERICA 


Credit Bureau and Collection Service Divisions 
1218 OLIVE STREET ST. LOUIS 3, MO. 


The National Retail Credit Association contributes this space monthly as a courtesy to 
its members of the Asscciated Credit Bureaus of America. 
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Five Feature Articles 


“How’s Your Credit?” . i i aing 
Sam A. Ivey 
“Handrails to Success” . ae see ae 
Ellis H. Morrow 
“My Most Unusual Experience in Credit Work 
Six Members 
Tracing “Skips” . te ie ta 
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It’s Banff in 1948 
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PROTECT YOUR HOME: FROM 
cuef :} a wenn men ee. 


PAST DUE 
STICKER 


7 The Credit Bureau | 


There is a Credit Bureau in | 
this community that keeps a | 
record of the manner in | 

| which you pay your bills. Its | 
files are open to every credit | 
| granter. 

As a cooperating member | 
| we furnish the Bureau a list | 
| of slow and unsatisfactory | 

accounts. If your past due 
account is reported to them, 
lit may affect your credit | 
| record. 
| Guard your credit b ay- 
ing all bills promptly. 7" 


This CREDIT BUREAU sticker 
carries an excellent educational 
message and should be used on 
accounts more than 60 days past 
due. Order from your local 
Credit Bureau or National Office. 


Only $ZS5°O a thousand 


Er 


National Retail Credit Association 
Shell Building 


St. Louis 3, Mo. 
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‘‘“How’s Your Credit?”’ 


Birmingham Credit Men Sponsor Radio Round-Table on Credit Granting 


ONE OF THE MAJOR problems confronting 
credit executives at the present time, now that 
Regulation W has been discontinued, is the re-edu- 
cation of the general public on the value of buying 
on credit and paying promptly or as agreed. One of 
the successful mediums used in a program of this 
kind is the radio. 

The following radio script was prepared by SAM 
A. IVEY, Credit Manager, Pizitz, Birmingham, Ala. 
He is the immediate Past President of District 4 of 
the N.R.C.A. and the author of the book ‘‘Give 
Credit—Get Your Money.’’ When he submitted the 
script for publication in The CREDIT WORLD, he 
had this to say, ‘‘The Associated Retail Credit Man- 
agers put on a radio show here recently with won- 
derful success. The purpose of the round-table was 
to improve the economic condition of the consumer 
by an open discussion of problems found by experi- 
ence to be perplexing the general public as pertain 
to buying on credit. 

‘‘The time was donated free. Each store put a 
small box in their daily newspaper advertisements 
asking the public to listen to Station WAPI at 9:30 
p.m., September 25. As a result, over fifty ads were 
inserted along with five write-ups, at no cost to us. 
As a result, hundreds of people have been discussing 
the show (and credit) with the various credit execu- 
tives throughout the city. We expect to conduct 
additional forums in the near future.’’ 

The script follows. 

ANNOUNCER: This is Irving Gladstone, President 
of the Associated Retail Credit Managers of Birming- 
ham. 

GLADSTONE: Thank you. The purpose of this 
round-table discussion is to bring about a better under- 
standing between the credit-buying public and the 
credit managers for their mutual benefit. We all have 
more or less the same problems, and we feel that they 
may be more quickly and satisfactorily solved by bring- 
ing them out into the open. 


Seated here before the microphone are credit managers 
from various lines of business, representing practically 
all of the firms with whom you trade on credit. They 
will answer questions which experience shows are on 
the mind of the lady of the house. She holds the purse 
strings and it is time that she had an opportunity to have 
her say. She is represented here tonight by Miss Eliza- 
beth May, President of the Business and Professional 
Women’s Club. Ready to answer her questions are 
B. C. DeLoach of Loveman’s; F. B. Burns, Pizitz; 
Ed L. Murphy, Bank for Savings and Trust; T. A. 
Nickel, Bromberg’s Jewelers ; E. L. Goodman, Burger- 
Phillips; and James E. Fenn, representing Merchants 
Credit Association. 


There they are, Miss May! Is there something you 
would like to ask them about the extension of credit? 
MISS MAY: There most certainly is! This is the chance 
of a lifetime, and I intend to make the most of it! 
First off, when I go into a store and apply for a charge 
account, the first thing they do is to start asking me 
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a long list of personal questions! Why do you have 
to have my pedigree? Don’t you trust me? 
GLADSTONE: All right! Who wants to answer 
that one? (Hands.) Mr. DeLoach of Loveman’s, 
DeLOACH: Yes, Miss May, I can readily understand 
how confusing it must seem to customers seeking credit 
to be required to answer so many questions. And yet 
each of these questions, when properly answered, is a 
very vital part of the credit report. Suppose we take 
an illustration. Usually we credit people ask this ques- 
tion, “Will you please give us your parent’s name and 
address?” If an applicant seeking credit has never 
established himself very well, it might be that the 
Credit Bureau has a record on his parents. If their 
record has always been prompt, the assumption is the 
children have been taught the importance of a good 
credit record, and the account could be opened. 


There is another question we usually ask. “Where 
are you employed, and how long have you been in your 
present position ?”” You might ask, “But what is that to 
you.so long as I pay my bills?” We would like to know 
that you are employed by a reliable and reputable con- 
cern. Then if you have been with the same concern 
several years the chances are good that you will remain 
with the company, will have a steady income, and 
therefore, will be a preferred credit risk. 


We could go on and give the reason for each of the 
questions we ask, but time will not permit. I hope this 
explanation will show you and other credit seekers that 
we are not trying to pry into your personal affairs, but 
are merely seeking sufficient information to decide if, 
in our opinion, you will be a desirable credit risk. 

GLADSTONE: Miss May, do you consider that a rea- 
sonable explanation ? 

MISS MAY: Yes, I suppose so, but I would like to 
know something more about how the Merchants Credit 
Association checks up on my credit. 

GLADSTONE: Mr. Fenn, would you care to cover 
that part of it? 

FENN: Yes, I would, Mr. Gladstone. First let me 
tell you, Miss May, you make your own credit record! 
The Credit Bureau only records it. The Merchants 
Credit Association is a co-operative organization of 
firms extending credit. In the Credit Association we 
set up a master file for each individual. Each file 
shows the person’s age, family connections, present and 
past employment, and a number of other items which 
help to identify you. 


Your reputation for honesty and dependability is re- 
garded as the most important basis for credit. Also 
your financial condition, your worth and income are 
important points for consideration. 


The most detailed part of your record is the experience 
of firms who have extended credit to you. Each store is 
asked when your account was opened, highest credit 
extended, what you owe today, and number of days 
you take to pay. The stores also give us information 
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about customers in arrears, répossessions, and other 
unsatisfactory customers. We compile records of suits, 
bankruptcies, wage earner petitions, divorces and any 
other court records. 


These records kept every day show definitely how you 
pay your bills. Miss May, your credit record has been 
referred to as a moving picture of you, so to speak, 
showing the experience your various creditors have had 
with you. The Credit Bureau merely keeps the record 
you make. 

MISS MAY: Thank you, Mr. Fenn. Of course I 
knew that there was such a thing as a Credit Bureau, 
but I had no idea that there was as much to it as you 
have told me. I am glad to know that you keep a 
record of the good-paying customers as well as the bad 
ones. Now, Mr. Gladstone, perhaps someone will tell 
me why I have so much trouble getting a check cashed 
in a store just because I do not have an account there. 
I am always running out of money after banking hours! 

GLADSTONE: Mr. Nickel of Bromberg’s already has 
his hand up! 

NICKEL: Miss May, stores carry only a limited 
amount of cash, and we think that our customers should 
have first call on that money in cashing checks. It is 
carried mostly for the benefit of our customers, and 
that is the reason why we first ask if you have an 
account at the store when you present a check to be 


cashed. 


Now that might be a good way to add another good 
prompt-paying account to the store’s ledgers if all the 
stores insisted on cashing checks for their customers 
only, and Miss May, I might tell you that a number 
of years ago the retail stores made an agreement with 
the banks whereby they would not cash checks and do 
a banking business if the banks in turn would promise 
to stay out of the retail field. 


Talking about checks, you might have heard also of the 
Birmingham plan on bank check control. This Birm- 
ingham Plan is now pretty nationally known because 
of its successful operation here. 


Briefly, this is the plan: If a bad-check operator gives 
a bad check to one of the retail stores here, it is im- 
mediately telephoned to the central bureau where in 
lightning-like fashion some hundred and _ twenty-five 
or more stores are notified of this within three minutes. 
This plan has been so successful that quite a number 
of bad-check artists have been caught in Birmingham 
and put in jail, and now Birmingham enjoys the reputa- 
tion of being one city where the bad check passers are 
scared to operate. Miss May, here’s a card which will 
give you all the information about the Birmingham 
plan. 

MISS MAY: That makes sense. It makes me realize 
that perhaps I have been—well, perhaps just a bit— 
well, spoiled by the many services that the stores render, 
and have come to take some things for granted. 

GLADSTONE: I see the hand of Mr. Goodman, 
Burger-Phillips. 

GOODMAN: Miss May, I think you will find that 
most stores really want to render every reasonable 
service possible. A charge account or an installment 
account is a convenience. The merchants expect settle- 
ment of these accounts according to terms in order to 


render good service. Credit, Miss May, is the life- 
blood of trade. But, it too, can be abused like anything 
else. A good motto to follow is “Pay prompt today 
so your credit will be good tomorrow.” 

BURNS: May I say something here? The stores all try 
to outdo each other in giving service, and that is as it 
should be. But I do not think they should try to outdo 
each other in the matter of terms. We all did so 
before the war, and the customers were taught to buy 
all they could with no down-payment and three, four, 
and five years to repay a contract. ‘That was bad 
business for the customers as well as the stores. It 
became a losing proposition all the way around. 

MISS MAY: Well, for one, J certainly would not want 
to be tied down as I was before the war. -I bought 
an electric ice-box with no down-payment and five years 
to pay because the terms sounded so easy. Why, I 
thought I never would get the thing paid for! 

GLADSTONE: Mr. Murphy of the Bank for Savings 
has his hand up. 

MURPHY: As a banker I would like to agree with 
Miss May. She would do well to figure up just how 
much carrying charges she had to pay for those five 
years that she quite likely did not actually need. A 
long contract can be expensive as well as burdensome. 

MISS MAY: Thank you, Mr. Murphy. And now 
Mr. Gladstone, I would like to know why it takes so 
long to get a charge ticket O.K.’d. Sometimes it 
seems like I have to wait half an hour for my ticket to 
come back from the credit office. I want to know just 
what goes on up there! 

GLADSTONE: There goes Mr. Burns’ hand! 

BURNS: Other than a failure of the mechanical equip- 
ment which carries the sales-ticket to the credit office 
for approval, I would say that the chief causes for the 
delays are due to the following reasons: 


(1) Clerical errors, such as misspelled name, wrong 
initials, or improper use of initials when the use 
of the full name is required. 

Wrong addresses and change of name, failure of 
the customers to notify the credit department of 
their new address or name. 

Credit limits exceeded, or account delinquent re- 
quiring the necessity of checking the current cash 
for payments that may have been made in the last 
few minutes. 

I have found that these three are the major reasons for 
delaying approval of a charge—all requiring extra de- 
tail work on the part of the clerk approving your 
charge—such as thumbing through a number of 
accounts, checking telephone and city directories and 
looking through several hundred cash receipts, etc. 

The primary purposes of sending a charge to the credit 

office are twofold: 


(1) To identify the charge for the protection of the 
customer from unauthorized fraudulent pur- 
chases on her account. 

(2) And for the protection of the store itself for the 
same reasons, with the addition of preventing 
accounts being exceeded beyond the limit agreed 
on, and to prevent charging on accounts which 
have not been paid as agreed. 

(Turn to “How’s Your Credit?” page 6.) 


CREDIT WORLD 5 


NOVEMBER 1947 





YSSSSSSSSSSSSSSSSSSS 





=== Butterfield s=———— 


Credit and Collection 


® This booklet contains a selection 
of thirty outstanding letters for 
credit department use. They are 
designed for your use with a mini- 
mum number of adaptations. Many 
require only the insertion of your 


firm name. 


@ All letters are based on the fun- 
damental fact that friendliness and 
consideration for the other fellow 
win his good will and cooperation. 
You will be able to use these letters 
in your own business—letters that: 


1. Build good will while collect- 
ing accounts. 

2. Induce cash customers to open 
accounts. 

3. Establish cordial relations with 


newcomers. 
ing “thank you.” 
8. Develop consumer pride in pay- 
9. Stimulate the use of new charge 
accounts. 


p 
p 
4. Bring inactive accounts back 
to life. 
5. Hold good will while declining 
credit requests. 
6. Win the confidence of new 
credit patrons. 
7. Create customer loyalty by say- 
ing promptly, and 
@ These thirty effective letters cost 
Order 


you only five cents apiece. 
today. 


$1.50 





NATIONAL RETAIL 
CREDIT ASSOCIATION 


Shell Building . St. Louis 3, Mo. 
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‘*How’s Your Credit?” 


(Beginning on page 4.) 


MISS MAY: Well, I can promise you that the next 
time I change my address, I intend to tell everybody! 
I guess I have caused confusion in the past. Whenever 
I would move, I just took it for granted that the stores 
found out about it. Next time I send up a charge I 
will also be sure that my name and address are taken 
correctly. I will do the same when I pay on my 
accounts, too. 

GLADSTONE: Thank you, Miss May. Now perhaps 
there is another question on your mind concerning 
credit. 

MISS MAY: With Christmas just around the corner, 
and me with no Christmas shopping even thought of, 
I wonder if these gentlemen have any suggestions that 
might make my shopping on credit any easier? 

DeLOACH: I certainly have, Miss May. If you are 
planning on opening any charge accounts other than 
those you now have, you would save yourself a big 
headache if you would apply for those accounts NOW 
instead of waiting until the rush sets in. Even though 
you do not plan to use such charge accounts until 
Christmas, I would suggest that you open them NOW 
as soon as you can conveniently do so. 

MISS MAY: Our time is up and I’ve just started ask- 
ing questions! 

GLADSTONE: Sorry, Miss May. Perhaps we can 
get back on the air some day. But if not, do not ever 
hesitate to call on these men in their offices. They are 
your friends and sincerely want to help you. wk 
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THERE’S BUSINESS THERE’S 
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THERE’S a Vl Baily ON THE OFFICE FORCE 


In clean, flowing lines and two-tone 
harmony, Burroughs style engineers 
have interpreted the inner perfection 
of the new Burroughs Electric Duplex 
Calculator ... its ease of operation 
and sureness of figure control. 


Here is an instrument to lift the pride 
and quicken the spirit of the modern 
business girl . .. make deft hands more 
deft. Here, too, is the promise of other 


Burroughs developments now in the 
making ... of improvements and 
refinements that reflect the stepped-up 
tempo of Burroughs research in elec- 
tronics, metallurgy, chemistry and 
styling. 

Great things are going on at Burroughs 
... as this new Burroughs Calculator 
bears evidence. Burroughs Adding 
Machine Company, Detroit 32, Mich. 


Burroughs 
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E ARE COMING into an era that will 

require new thinking and a new approach 
to the problems of the world and of business. 
The older man is generally loath to change his 
ways as he gets along in years. Consequently, we 
have before us today a challenge to youth such 
as we have never seen before. This is a challenge 
to the youth on the sunny side of sixty. Now, 
here are some of the changes and the causes of 
these changes that face us in the new world. 

In the year 1805 the Battle of Trafalgar was fought, 
followed ten years later in 1815 by the Battle of Water- 
loo. What did those two battles mean to the world? 
They meant, in the first place, that after years of war 
there was a devastated Europe lying helpless and _pros- 
trate. On the other hand there was Great Britain un- 
touched by the devastation of war, dominant on the seas 
of the world and absolutely unchallengeable at that time. 
By 1815 the security of the pound sterling as an inter- 
national monetary currency was beyond question. It 
followed that the entire world wanted to sell to Great 
Britain; she grew in trade and, because of the strength 
of her trade and the strength of her navy, she more or 
less forced peace upon the world. 


Challenge to Power of British Navy 
It was not until 1914, one hundred years later, that 
the first great challenge came to the power of the British 
Navy, a power which by then had become closely identi- 
fied with the power of the United States—two nations 
which between them formed an Anglo-Saxon hegemony, 
the challenging of which would be very dangerous for 
any power. Even in 1914 the Anglo-Saxon dominance 
of the world was checked, but not badly so. In 1939, 
however, came the second great challenge to the hegemony 
of power presented by the Anglo-Saxons and this time it 
was almost successful. It has been successful to the degree 
that it has completely upset any thought of the com- 
fortable security which existed in the minds of the Anglo- 
Saxons from 1815 to 1939. Today we might have been 
able to sit back comfortably and relax in the lap of 
Anglo-Saxon strength, based upon the present dominance 
of the United States Navy in the world. However, the 
appearance of the atom bomb has done away with any 
chance of the Anglo-Saxon people being able to feel 
secure, as were our grandfathers in the hundred years 
between Waterloo and the first great war. In other 
words, we are back to a normal state of world insecurity. 
We are through with the comfort which existed for a 
hundred years of enforced peace following the Battle of 
Waterloo. 


PROFESSOR ELLIS H. MORROW is Head 
of the Department of Commerce, University of 
British Columbia, Vancouver, B. C. This is an 
address given at the 26th Annual Retail Credit 
Conference of the Pacific Northwest, Van- 
couver, B. C., May 25-27, 1947. 
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“Handrails to Success” 


Ellis H. Morrow 


In 1815, England was manning her shores against the 
soldiers of Napoleon. My wife’s grandfather tells of 
having, as a boy, been given the specific job of driving cat- 
tle into the hills of the Highlands if Napoleon’s soldiers 
landed. No woman dared go to the door of her house 
at night to answer a knock for fear she would find one 
of Napoleon’s soldiers. In 1940, 1941, and 1942 again 
Britain had to man her shores ; again English women were 
uneasy about going to their front doors for fear of find- 
ing the soldiers of Hitler. We are back to normal. 


The 125 years that have gone by have also seen far- 
reaching changes in commercial methods. From that 
angle we face an entirely new world. In the first place 
there has been a shift from gold-backed currency trans- 
actions to managed currency transactions. Almost up to 
1900, trade was largely done with hard money assisted 
by relatively few bills of exchange, acceptances, payments 
on open accounts and, to some extent, the use of cheques. 
Today we have mass chequing systems in operation and 
a variety of credit systems which envelop all our trans- 
actions. Possibly one-third of all retail sales on this 
continent are now made on credit. The remaining two- 
thirds of the retail sales, because of the gold situation 
that exists, are based on a currency that is largely de- 
pendent upon government credit. Our entire mercantile 
business, domestic and foreign, if not straight credit, is 
at least of a strongly fiduciary character. Since 1939 we 
have seen the rise of something new in the form of credit. 
I refer to Lend-Lease, mutual aid, outright gift, what- 
ever you like to call it, which affords international credit 
based (not on the ordinary considerations of repayment) 
on the sheer hope of ultimate returns in terms of social 
security and happiness. It begins to look as though these 
credit terms of hope are the only terms upon which the 
United States and Canada will be able to sell to the 
world. 


Canada’s Gift to Great Britain 


Canada is a small country with a population of about 
eleven and one-half million, yet we have already given 
to Great Britain outright almost two billion dollars—not 
lent, but given them outright. We shall probably be 
faced with the necessity of continuing that policy. In 
addition, small as we are, we have advanced within the 
last few months almost a billion dollars to other countries 
of the world. Very definitely, it is a world of credit, 
and a world of insecurity. 

How has the creditman fared throughout all these 
years? We do not have to go too far back to find the 
prototype of the caricature of the bookkeeper who was 
also the creditman. You know the type the artists draw: 
spectacles, alpaca coat, green eyeshade—a regular sheep 
among men who trembles whenever the boss looks at 
him. All he did was check accounts, evaluate balance 
sheets and report to a Sales Manager or a Treasurer who 
made the decision based upon those credit factors. We 
have come a long way from that caricature who was, at 
one time, a true representation of the credit calling. Per- 
haps there may be some of them still extant. 
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Today we have well-organized credit associations of 
various kinds. We have, above all, Credit Institutes with 
courses in training for those who are entering the pro- 
fession. There are definite standards of education steadily 
improving and receiving general recognition. ‘They are 
established to the point where more and more employers 
are insisting that the young men who enter their employ- 
ment in the credit field should have acquired these edu- 
cational standards first, or at least early in their business 
career. In other words, credit has proceeded a long 
way toward professionalization. 

The older members of the profession have achieved 
executive business status and have grown, partly because 
of the increased importance of their work and partly 
because of the responsibility they have assumed for train- 
ing young men and women toward better achievements. 
There is nothing so educative as the responsibility of try- 
ing to train young people. 

But the question arises: Have the credit men achieved 
a status which is commensurate with the importance of 
the credit function in the world today—in domestic or in 
foreign business? The answer is definitely NO! How 
many creditmen, for instance, share with production men, 
salesmen and finance men in the privilege of climbing 
to the top positions in business? A few, very few indeed, 
if we leave out concerns whose chief activity is that of 
financing sales. How many creditmen sit in as major 
executives on the policy-making committees of business? 
Again, very few, comparatively speaking. How many 
creditmen are accorded the privilege of making major 
decisions based upon the detailed knowledge of the credit 
department? Again, fewer than the importance of the 
operations of the credit department in a credit economy 
should warrant. Up to now, the creditman, despite the 
pervasiveness of his work, has not received the executive 
recognition accorded to his fellow workers in sales and 
production in Canada and the United States. 


An Expanding Economy 


There have been reasons for this trend. Up to now 
we have had on this continent a great expanding economy, 
both as regards the exploitation of resources and the 
growth of population. Everything that could be made 
could be sold. Hence attention has always been focused 
.on the man who could produce and on the man who could 
sell, or perhaps the man who could follow the expanding 
trend of distribution and was clever enough to take credit 
for doing it. In such an atmosphere the cold realism 
of the credit man has been played down and, to a con- 
siderable extent, unwanted. The first real glimmering 
of the need of this realism was experienced in the late 
1920’s and the 1930’s when the exuberant optimism of 
the early twenties caught up with us and we came up 
against three hard facts of life, somewhat new to the 
experience of this continent: 


1. A trend toward stabilization of population. 

2. A productive capacity that is rapidly becom- 
ing greater than consumptive capacity, and 

3. A basic shift from a debit to a credit position 
in world trade on the part of the United 
States and now of Canada. 


The first lessons in business caution were learned in 
America at that time. It was then that the realism of the 
creditman was really appreciated and the vast impor- 











tance and extent of the job that he was doing first began 
to come thoroughly into the picture where it belonged. 
There has not yet, perhaps, been enough time for the 
weight of that realism to achieve its full recognition but 
that time is rapidly approaching. Anyway, the lesson has 
not been fully learned. We still have the sales manager 
with us—the ostrich that puts his head in the sand and 
there is just one thing left to hit and when that is hit he 
loses his tail feathers—both the ostrich and the salesman. 
Weare finding in the Wall Street Journal, the New York 
Times, etc. some recognition of basic facts of the cor- 
rection that is coming in business thinking. It is here 
and a very good thing it is. This correction is being 
slowly recognized in the financial papers of the world 
but the creditman has seen it coming since last September, 
October. But who wanted to listen to the creditman 
then? 
Tradition of the Credit Man 
One other factor has militated against the creditman 
reaching the position which is commensurate with his 
knowledge. It is the tradition of the old-time book- 
keeper-creditman type. This handicap is being rapidly 
overcome by your system of education and training. 
You might not believe that I am a professor unless I 
brought a book with me. I have a book but I did not 
bring it with me. I wonder how many have that book, 
“Retail Credit Fundamentals,” by Phelps. It is pub- 
lished by your own organization and is the most authentic 
and clear-cut work on credit that exists. I wonder how 
many of you are taking the work of your Institutes. It 
does not make an awful lot of difference, perhaps, if a 
lot of young people in the credit world do not take ad- 
vantage of their educational opportunities because*we are 
turning men and women out of college who are keen for 
the chance to join the Credit Institutes and take the 
training which they offer. I think that credit education, 
if it is going to meet the conditions of the times, must 
be stiffened up and stiffened up considerably. There is 
the course which your young people are taking but you 
need an advanced course of a good deal stiffer character. 
There are many new jobs and new responsibilities in 
business and we are seeing somewhat peculiar changes in 
these jobs. Firms that never before thought of hiring 
anything but a routine salesman to sell fertilizers, in- 
secticides, etc. are demanding not only salesmen but 
highly trained agricultural technicians. The man who is 
employed by a fertilizer or insecticide company today has 
to go out on the road not merely to sell. He has got to 
be an expert who can advise the prospective purchaser on 
his general problems of agriculture. We hear a good 
deal about a new development in business, that of public 
relations. You show me any firm that has just wakened 
up to public relations and I will show you a firm that 
has had a rotten credit department all these years. What 
has the creditman been doing all this time if not conduct- 
ing public relations? I would suggest that some of these 
firms, instead of chasing around the country trying to 
find men who have had public relations training, should 
look in their own credit department. There they will find 
men who are well trained and ready to go to work. I 
should like to see creditmen achieve the position in 
business where they might have something to say about 
labour problems—perhaps even sit in on labour negotia- 
(Turn to “Handrails to Success,” page 19.) 
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AT THE 


DEAN ASHBY 
J. L. Brandeis & Sons 
Omaha, Nebraska 


Fifteen years ago, I had probably my most unusual 
experience in credit work. In the April issue of The 
Crepir Wor -p, the following ad appeared: 

“Have you entered the credit sales contest? Open to 
all members. Realizing that the credit manager of today 
must be a promoter of increased credit sales, as well 
as an efficient collector, the National Retail Credit Asso- 
ciation is anxious to bring to its members the best and 
most efficient method used in securing new accounts. 
So we inaugurate a contest and offer three prizes for 
the best sales credit plan which brought the greatest 
increase in credit business. Prizes, $25 first prize, 
$15 second prize and $10 third prize. Each of the 
three winning plans to be presented to the 20th annual 
conference of the National Retail Credit Association in 
Washington in June. 

““The rules: The contest is open to all members of the 
Association. The size of the organization, volume of 
sales, or kind of business will have no bearing on the 
judging. The plan must be one which has been actually 
tried out and not theoretical, and the contestant must 
describe the plan in full and give a detailed account 
of results obtained. Write your plan on blank paper and 
send it in.” 

Immediately, I thought of what we had been doing, 
wrote up a manuscript and sent it in, hoping, of course, 
that it might have some recognition. On the morning the 
prizes were to be presented I learned that the manu- 
script I had sent in was to receive first prize. It was 
really something which I had not exactly hoped for, but 
had always wished would happen. 

It seemed as though-from that point on my interest 
in National affairs grew tremendously. In 1936, I 
assembled material which was edited and published by 
the National Retail Credit Association in booklet form, 
“Credit Sales Promotion and Customer Control.” Re- 
cently, I have written some additional material on Credit 
Department Promotion and Control, to which the Na- 
tional is also kind enough to give some consideration. 

It is only through an experience of that kind that you 
can feel how much the National has done for credit 
men and women all over the country. 


A. B. BUCKERIDGE 

Credit Bureau of Greater New York 

New York, New York 

The unusual incident that I will relate happened 

several years ago in New York City. <A _ prominent 
businessman applied for credit at a well-known men’s 
clothing store and, to his utter amazement, his applica- 
tion was declined. He immediately “blew his top” and 
wanted to know what reprehensible organization issued 
information that was false, libelous, misleading and in- 
correct. 


We have a system in such cases whereby applicants are 
referred to the Credit Bureau. 


The gentleman came 
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My Most | 2 fe perience in Credit Wher q 


. LOUIS CONFERENCE SIX MEMBERS TELL OF THEIR UNUSUAL CREDIT EXPERIENCE 


in to see me, intending to tear me limb from limb. He 
was going to sue the Credit Bureau for $50,000. He 
claimed that he had one of the most perfect and un- 
blemished credit records in history. At first I was a 
bit concerned for fear that we had made a mistake, but 
I did some checking up and found that our records were 
absolutely correct. Instead of showing that he paid 
every bill promptly, the record showed that his accounts 
were slow and past due. In fact, they were badly past 
due, and our member was absolutely correct. I could 
not cool him down, because he was so positive that he 
was correct, although I knew that our own records were 
correct. I pointed out to him that the purchases had 
been made by his wife. So he hurried home to have a 
conversation with her. In a relatively short time, he re- 
turned to the Bureau, a different man. It seems that 
his wife had a little eccentricity, or idiosyncrasy, or 
mental aberration, whatever you might call it. This is 
understandable, because I think we all have a crazy 
streak on one or more subjects. 

When the gentleman came back to the Credit Bureau, 
he had made a great discovery. His wife, for some un- 
known reason, would tear bills up or hide them when 
she got them from the store. So he actually did owe all 
the bills. He told me he thought she was a wonderful 
wife. He did not want to trade her in, he wanted to 
get along with her. He wanted to respect this eccentricity 
of hers, and he asked me if I could make private arrange- 
ments with the stores, whereby when she got anything 
they would send her the bill, but would also send a 
copy to his office so that he could pay it. Thus, he 
could have a good credit record and she could enjoy 
herself to her heart’s content tearing up the bills. 

We made that arrangement. Every once in awhile, 
when a new account is opened that comes to my desk, 
I see that he is still maintaining a perfect credit record 
and she is still getting the bills. I imagine that she has 
a wonderful time doing what I think we would all 
like to do ourselves. 


L. M. KARPELES 
Burger-Phillips Company 
Birmingham, Alabama 

In the early 20’s, the Roaring 20’s, when everybody 
was building and constructing, putting up hotels and 
office buildings, a bunch of folks from Atlanta thought 
they would build a hotel in Birmingham. Naturally, we 
checked the credit report on them and it did not look 
any too good, so I did not pass it on to our house fur- 
nishings department for solicitation. 

The building was nearly completed. Everybody was 
watching its progress and they were getting ready to 
equip and furnish it, with a lot of promotion and pub- 
licity attached. I was saying, “Well, I wonder what 
poor sucker in this town is going to get stuck on that 
job!” A couple of weeks later, our house furnishings 
buyer came to the office with a sales ticket for carpets 
for the entire hotel. It was not a large hotel. I think 
the invoice was somewhere between $25,000 and $30,000. 
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I said, “Their credit is no good. How does it happen 
that you have this invoice?” “Well, the carpet is already 
here.” I said, “You mean you bought the carpet without 
getting an authorization on the sale?” He said, “Sure, 
they are good. ‘They are building that big hotel.” I 
said, “No, they are not good.” He said, “We got a lot 
of profit on that job.” I said, “Sure, they don’t care 
how much profit they pay you, because their credit is 
no good. They are getting it wherever they can.” 

“He said, “Well, so-and-so is putting all the furniture 
in there.” I said, “That is their little red. wagon. We 
can’t handle it.” 

He said, ““The carpet has already been delivered at the 
building from the freight office.’ I said, ‘““We still can- 
not charge it. Suppose you pick it up and bring it back.” 
He said, “What am I going to do with that much 
carpet?” I said, “I don’t know. You will probably 
have to sell it piecemeal—no, I know what we will do. 
Our friends down the street are awfully happy about 
having that big furniture contract; maybe they will like 
to put the carpets with the furniture.” 

So I talked to the boss about the situation and he 
said, “Well, go down and see what arrangements you 
can make. Maybe they will take over the purchase of 
the carpet from the factory and we will be out.” 

I went down. Our friends, of course, liked the idea 
of being able to furnish the carpet along with the furni- 
ture, but they did not want to pay for it immediately. 
So I said, “I will take the 5 per cent discount on the 
carpet invoice and, according to their request, I will let 
you pay us over a period of a year, in 12 monthly pay- 
ments, without interest.” One about offset the other, 
and we took their note for 12 monthly payments on 
the purchase of that carpet. 

Well, that is not the strange thing about this situa- 
tion. The sequel of the story is that the account did 
go into P & L in the other store. 


T. L. FORD 

The Credit Bureau of Pittsburgh 

Pittsburgh, Pennsylvania 

Being on the program with Leo Karpeles, Buckeridge, 
and these other gentlemen makes it hard for me to de- 
cide what experience I should tell you about. I thought 
Buckeridge might tell you about Credit Bureaus and, 
therefore, | would not want to talk about them. I 
picked this right. I thought Dean might talk about 
promotion, so I could not use that. I did not know 
what Leo would be talking about. So I decided to 
combine a transaction that involved a rather difficult 
decision on the part of the credit manager (because that 
is what I was then) and a difficult collection procedure. 
This transaction was back in 1934, before the New 

Dealers had thought of credit control, when it was often 
necessary for a credit manager to take a contract of a 
big amount on a small down payment and extend it over 
long periods. This transaction was for $3,000, and in- 
cluded furniture, carpet, linoleum, a range and some 
lamps. Many of these items have doubtful value when 
repossessed. This was on a pay bailment lease and the 
contract was signed by both husband and wife. The 
terms were $300 down and $125 a month. One cus- 
tomer’s order for $3,000 is not an everyday occurrence 
in most stores. 





This merchandise was bought for a new home by a 
couple living far beyond the husband’s income. He was 
an electrical contractor, and when we made our investi- 
gation through the Credit Bureau, the report showed he 
had a lot of unpaid collection accounts. It looked like 
a troublesome account to take on, but I thought, “We 
can collect that; maybe I am a better collector than 
some of the others.’ I took a chance on it. 

However, we did everything possible in advance so 
that the customer would understand that we were going 
to be strict. They were notified that prompt payment 
was expected and necessary, and we discussed frankly, at 
the time of the interview, the customer’s financial con- 
dition and the information in the credit report. They 
were told that every payment had to be made at the 
store, promptly on the day due, if not before. Then, as 
an extra precaution, we sent a note in advance of each 
due date telling the customer that they had to make that 
payment at the store on time. 

As might be expected, an order of this size was given 
a lot of consideration. Finally, the checks were stamped 
with my fingers crossed, my best hopes and wishes and 
the blessing of the boss. The collection record was 
marked for special attention, and I mean that we gave 
that special attention. 

The down payment and five payments were made 
strictly in accord with the schedule. There was a total of 
about $925 paid, but when the sixth monthly payment 
was due and not paid, our worries started. We sent 
a collector out to the home right away and the outside 
representative reported that the couple had separated 
and were going to be divorced. ‘That added a lot to 
our worries. The collector did not see them, but left 
his card. ‘Their plan was to sell the home, completely 
furnished, and leave for parts unknown. We got this 
information from several of the neighbors who were 
friendly to our store. To make it seem more serious, the 
telephone had been disconnected. 

They owned an expensive new pleasure car and a truck. 
There was a balance on the automobile, but the truck 
had been paid for. In the man’s garage, there was a 
lot of expensive equipment for use in his business and 
a lot of reels of heavy copper cables. These facts were 
given in the Credit Bureau report, and our collector 
checked and found them correct. 

The comptroller of the store and the store attorney 
were consulted, and replevin proceedings started. We 
decided to take two deputies because we were certain 
we were going to have trouble. The collector drove us 
to the home and I interviewed the husband, who had just 
finished cleaning the truck. The wife drove out of the 
driveway, aS we were coming in, with the new car. 
When we found that she had gone with the car to her 
mother’s home, we were sick with disappointment. 

The husband resented my insistence on having the 
whole amount paid because the contract called for full 
payment of the account on default of any one payment. 
We had gone to the second floor of the porch to discuss 
this transaction and he threatened to throw me off the 
second-floor porch. He was a big, strong fellow, who 
looked like an old-time blacksmith. He did not know the 
two deputies were with me. 

I felt quite courageous, because I had them close by. 
When I told him the whole balance had to be paid or 
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the deputies would take the truck, I knew I was in for 
trouble. He started after me when I made that state- 
ment. I stepped aside and called for the deputies, and 
it is strange how the attitude of a debtor can change 
under such circumstances. He became quiet when he 
knew that two deputies were there. 

After we left the house, we went to the mother-in-law’s 
home to see if we could find the wife and the pleasure 
car, but she had gone. We chased that woman all day 
long, covering about 150 miles, but never did catch up 
with her. 

Such a transaction, when it is paid promptly, gives 
the credit manager a lot of satisfaction. But you had 
better keep your aspirin tablets handy if one goes bad. 
A credit manager who is sales-minded must remember the 
probability of a loss and is forced to exercise proper 
judgment in making these decisions. You cannot afford 
to be wrong often in declining to take questionable 
risks or in accepting them to see them on the annual 
profit and loss statement and have the boss call your 
attention to them. 

However, the full balance and all costs were paid 
three days later, as promised. It is a transaction that 
can be remembered as my most unusual experience in 
credit, and, confidentially, I did not have to take any 
aspirin tablets. 


HARRY A. HARTFORD 
Paine’s of Boston 
Boston, Massachusetts 

This is unexpected, as Mr. Kirby was going to tell his 
experiences. But I did not want to let Boston down. 
This is not exactly a credit story, but will serve to 
illustrate that the credit manager plays an important 
part in his retail store. A chap came in and said, “I 
don’t want any credit. I am buying quite a little furni- 
ture in your store; in fact, your salesman just got 
through with me, and I think it is going to be $2,400. 
I just want to let you know this is strictly a cash trans- 
action.” 

Of course, you do not have to worry about cash sales 
of $2,400. We were pleased to have it and just held 
up the order, waiting for cash, and asked the gentleman 
when he was going to make settlement. 

He said, “This is rather a peculiar deal. My wife 
has had an accident. The insurance company has just 
settled with her, and she has not been discharged from 
the hospital as yet. We have never had a home that we 
enjoyed too much and now I am giving her a surprise. 
I want to put this furniture in the home and give her 
something nice to look at when she comes out. They 
have settled with me for $5,000, and the attorney has 
taken his usual one-third, which leaves me about $3,300. 
I am going up to the insurance company and get a 
check and bring it down to you. You can do whatever 
you want to about collecting on the check; I will pay 
for the furniture and that will be the end of it.” 

The furniture was selected and really put almost on 
the shipping platform, because it looked like an expedi- 
tious sale. But no check. I called him at least half a 
dozen times during the next three days and got the 
assurance every time, “I will be in this afternoon.” 
Or, if I called in the afternoon, he would be in the 
morning. Then I called the insurance company and, 
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sure enough, they verified everything he said. They 
said, “That is right; we have the check here and the 
only reason the man has not got it is that he has not come 
up to sign the release yet.” 

Here is what happened, about which I knew nothing, 
He had been talking to some attorney who had advised 
him that the settlement was not nearly enough and said, 
“Don’t sign the release. You can get three times that 
amount for an accident of that kind.” I believe a 
cable broke in an elevator and she went some distance 
from the top.of the building to the basement. No ques- 
tion about it, she had an injury of the spine and other 
things contingent upon the spine, and was seriously hurt. 

Every store has a general manager and sometimes they 
have a pet salesman. We had both, and the salesman 
was anxious to get that furniture delivered. He was 
after the general manager all the time. Why were we 
holding it up? It was strictly a cash transaction. He 
knew I had called the insurance company and everything 
was all right. The check was there waiting and all the 
man had to do was go up and get it. 

The general manager said to me, “Why don’t you 
get it? Isn’t there something you can do? We would 
like to get this merchandise out. Apparently it is all right, 
Mr. Hartford, and I would almost request you to ship it.” 

I said, ““The insurance company would not accept my 
signature on his release. I am sorry, but while I am 
credit manager I do not ship it without the check. Of 
course, you can ship it if you want to.” Two or three 
days went by, and he finally okayed the check, taking 
it entirely out of my hands. 

The man never signed the release, and he never got 
the check from the insurance company. The case was re- 
opened and they had a trial. Some smart attorneys 
found out that, previous to this, the lady had. fallen off 
a horse. A lot of X-rays entered into the case, and they 
claimed the injuries were due to a previous accident and 
not this one. She lost the case and it became a bad debt 
on our books. 

That was in 1930. Since then, nothing has been 
shipped out of our store on credit without the credit 
manager’s approval. 


HARRY P. EARL 
Credit Bureau of Salt Lake City 
Salt Lake City, Utah 


Four significant lines are: 


“Sow a thought and you reap an act; 
Perform an act and you reap a habit; 
Perform a habit and you reap a character; 
Form a character and you reap a destiny.” 


I give you my most unusual experience in credit work 
with the hope that it will sow a thought with you. Back 
in the early 30’s, when cash was scarce and unemployment 
was aplenty, a little lady came in one morning to unload 
all her troubles. To her, it appeared that the whole 
world was resting on her narrow shoulders. She told 
me that her husband had left her four years ago. She 
was able to earn just enough to support herself and 
her daughter. The daughter was to be graduated from 
high school in two weeks, but was refusing to go to the 
graduation exercises without a new dress. 


(Turn to “Credit Experiences,” page 19.) 
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Tracing “Skips” 


E. BROWDY, Credit Manager, The New Ideal, Birmingham, Ala. 


a NATURAL thing to do when a customer be- 
comes lost is to try to locate her through a relative 
or friend whose name appears on the credit application 
card. However, often the friend or relative does not 
know or will not tell you,\ especially if he thinks you 
want the information to try to collect a debt. 

What do you do then? (In bygone days I did nothing, 
and into the grave yard of Profit & Loss went another 
uncollected account. Then I hit upon a scheme that 
promised real results. 

| address this short letter “To Occupant” of debtor’s 
last known address: 

To Occupant 

1220 15th Court North 
City 

Dear Madam: 

We are anxious to ascertain the present address of Mr. 
C. A. Green who formerly resided at 1220 15th Crt. No. 
The thought occurred to us that you might be able to give 
us the information or refer us to someone from whom we 
might obtain same. Whatever you can and will tell us will 
be thankfully and confidentially received. 

We enclose a stamped envelope and will appreciate a 
prompt reply. 

Yours very truly, 

Within the past month, I have used this letter on a 
number of “skips” and have already located several. 
Better still, we have collected some money from these old 
accounts. If you should use this letter or a similar one, 
be sure to address it TO OCCUPANT. Even if you 
know the name of the person now living at your debtor’s 
last address, do not use it. If she knows where your 
party is now living, and she knows you do not know who 
she is, she will give you the information much quicker. 

The trick of the whole letter is in addressing it to the 
OCCUPANT. It enables her to remain unknown and 
unidentified. No one can ever claim that she gave you 
the information for her name was never revealed. I know 
how true that is in the fact that whether the information 
is given us in writing, on the back of our letter, or 
verbally over the telephone, the name of the informant 
is never asked or divulged. 

The chances are if the letter is sent soon enough after 
your debtor has moved, the new tenant will either know 
the new address or she will get it from someone ir the 
neighborhood. At any rate, from the results I have re- 
ceived, it would seem that the occupant has made it her 
business to secure the information from her neighbors. 
Then, too, it sometimes happens that the occupant is a 
person who pays her bills promptly. She abhors the 
idea of anyone evading an honest debt. She is glad to 
do all she can to help you locate the debtor. However, 
she will do it without revealing her own name. 

Here is a typical case of how the letter really works. 
Some time ago, the account of Mrs. H. had been charged 
off to Profit and Loss. All efforts to locate her hdd been 
in vain. No one would give us a clue as to her where- 
abouts. Then we sent the “occupant letter” and almost 
immediately our return envelope came back with the 
name and ’phone number of Mrs. H.’s sister, whom we 
never knew existed. Upon contacting the sister, we 
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found that Mrs. H was in Wilmington, Cal. The sister 
did not know the street address at the time but was ex- 
pecting to hear from Mrs. H. in the next week and 
would forward that information to us. 

Here is a practice I have been following for a long 
time on inactive accounts. On such accounts owing un- 
paid balances for six months or longer, I have found 
telephone calls far more effective than collection letters. 
In many cases, it is impossible to reach debtors until 
evenings when they have returned home from work. 

In many cases, the reason the customer has not paid is 
a misfortune of some kind—being out of work, illness, 
heavy medical bills, etc. It is embarrassing to such per- 
sons to have to admit their inability to pay, so they do 
not answer letters.) In a friendly telephonz conversation, 
I tell them they have been good customers—that I felt 
something was wrong (if our mistake, we wanted to 
correct it, etc.) and that. was using this means to get 
in touch with them. This friendly approach usually 
brings out the real reason, and, in a surprising number 
of cases, it results in a definite promise to pay. 

In this way, we have collected hundreds of dollars 
from accounts that otherwise would be made the basis for 
suits. In these suits, we might get our money (or part 
of it) but we would forever lose our customer’s patron- 
age and good will. Lalakel 
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Your own records are a good source 





of names for a new charge promo- 
tion. Send them a Reply-O letter 
with a handy application form. 
Then—watch those signatures 
roll in! 
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First-Class Nail Situation 








R. Preston Shealey, Washington Representative, N.R.C.A., Washington, D. C. 


IRST-CLASS MAIL rate of three cents would have 
expired by limitation of law June 30, 1947, and the 
prior rate of two cents for local delivery would then 
have come into being but for the Act of June 30, 1947, 
which provided for the three-cent rate for first-class mail, 
local and non-local, on a permanent basis. This, however, 
can be changed by appropriate legislation and it is for the 
purpose of outlining what may be done to change the rate 
to two cents for local delivery of first-class mail that this 
article is written. Credit departments of retail mer- 
chants of the United States are estimated to mail (first- 
class) not less than 150,000,000 statements per month 
or 1,800,000,000 annually. 
The National Retail Credit Association passed a resolu- 
tion pertaining to first-class mail at its annual conference 
May, 1946, at Cleveland, and again at its conference 
June, 1947, at St. Louis. This resolution is as follows: 
“WHEREAS, The National Retail Credit Association in annual 
convention assembled at Cleveland, Ohio, May 15, 1946, 
passed a resolution urging Congress to support and pass 
adequate mail rate legislation to the end that each class of 
mail should bear its own cost and that deficits in such 
mail be not charged to and paid from surpluses resulting 
from the carriage of first-class mail; 

“AND WHEREAS, Mail rate legislation is pending in Con- 
gress as of this date, June 19, 1947; 

“NOW, THEREFORE, BE IT RESOLVED, That the National 
Retail Credit Association in convention assembled at 
St. Louis, Missouri, this 19th day of June, 1947, reaffirms 
its position in regard to the cost of carriage of various 
classes of mail as set forth in said Cleveland Cunference 
resolution and urges the Legislative Committee of the 
National Retail Credit Association to support this position 
of the Association.” 

The matter of this resolution expressing the thought 
that each class of mail should bear its own cost is im- 
portant. This objective was not stressed by any of those 
who testified at the March hearings before the Senate 
and House Post Office Committees except by representa- 
tives of the National Retail Credit Association. The 
resolution at the Cleveland Conference, reaffirmed at the 
St. Louis conference, is in the record of these hearings. 
It is understood that the failure of organizations generally 
to take this position militated against. reduction of the 
first-class mail rate to two cents for local delivery. 

Official figures of the Post Office Department tell us 
that for the fiscal year ended June 30, 1946, first-class 
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Our store estimates it would save $____._._._.____-_-- 


cents for local delivery. 


this matter. 
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FILL OUT AND MAIL TODAY 


mail for nonlocal and local delivery yielded in revenue 
$597,828,470, while expenditures chargeable against first- 
class mail for this period aggregated $454,731,719. This 
resulted for the 1946 fiscal year in an excess of revenue 
over appropriated expenditures of $143,096,743. While 
official figures are not available at this writing for the 
current fiscal year, June 30, 1947, it is not expected that 
they will vary much from those of the prior fiscal year. 
Postal employees during 1946 received two increases ag- 
gregating about 45 per cent, so that the surplus for the 
current year, June 30, 1947, will be somewhat lower than 
in the previous year, but in all probability this surplus 
will be about 115 to 120 million dollars. 

For the fiscal year, June 30, 1946, the revenues from 
all classes of paid second-class rate equaled only $33,159,- 
970, while expenditures for the same period were $171,- 
264,402, leaving a net operational deficit of $138,104,- 
432. It is expected that this operational deficit for the 
current fiscal year, June 30, 1947, will be at least as great 
as in the prior year—1946. 

Summarized, first-class mail is carrying the burden of 
the deficits in second-class and other classes of mail, 
notwithstanding the fact that certain classes of users of 
second-class mail, especially magazines, are said to yield 
large returns on their capital. It will, therefore, be seen 
that the several conference resolutions of the National 
Retail Credit Association, asking that each class of mail 
bear its own cost, are designed to rectify the present 
injustice in the postal situation and are in keeping with 
the facts. 

How can this situation be remedied? The answer is by 
users of first-class mail joining together to inform the 
public as to the facts of this situation and to press for 
action to return the first-class rate for local delivery to 
two cents. The ensuing session of the 80th Congress, 
coming in the midst’of a presidental campaign, may not 
witness enactment of a two-cent rate, but if the users of 
such mail manifest sufficient interest, success will be the 
ultimate result. On the other hand, if prompt and 
persistent action is not given to this situation by users 
of first-class mail, the surplus resulting from first-class 
mail rate will be an open invitation for salary “grabs” 
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Credit Granters’ Association of Canada 


At the annual meeting of the Credit Granters’ Asso- 
ciation of Canada held in Montreal, October 8-11, 1947, 
the following officers and directors were elected: Presi- 
dent, S. E. Richardson, British American Oil Co., 
Toronto; First Vice-President, Harold Genser, Genser 
& Sons, Ltd., Winnipeg; Second Vice-President, T. L: 
Robinette, The Robert Simpson Co., Ltd., Toronto; and 
Secretary-Treasurer, Thomas Downie, Retail Credit 
Grantors, Bureau, Ltd., Vancouver. Directors: G. N. 
Abbott, Hudson’s Bay Co., Calgary; H. G. Barnes, 
Vancouver Motors, Ltd., Vancouver; G. W. Dent, 
Farrar & Co., Hamilton; Arthur Hawey, The Paquet 
Co., Ltd., Quebec; A. B. Latraverse, DuPuis Freres, 
Ltd., Montreal; M. L. Neff, Robert Simpson Co., Ltd., 
Regina; and K. G. Slocomb, Bland and Armstrong, Ltd., 
Winnipeg. Directors-at-Large: Frank Brennand, C. 
Woodward, Ltd., Edmonton; John F. Cook, Windsor 
Utilities Commission, Windsor ; L. S$. Crowder, National 
Retail Credit Association, St. Louis, Mo.; Harold 
Genser, Genser & Sons, Ltd., Winnipeg; S. E. Richard- 
son, British American Oil Co., Toronto; T. L. Robinette, 
The Robert Simpson Co., Ltd., Toronto; and W. J. 
Tate, Bryson-Graham., Ltd., Ottawa. 





—_—Position Wanted—— 


Credit Manager, 15 years’ experience as retail credit 


and collection manager. Prefers West or Southwest. 
Salary commensurate with responsibility and proven 
ability. Box 1075, The Creprr Wor vp. 





and other forms of benefit to those in and out of the 
postal service. It is believed in many quarters, and with 
good reason, that a reduction to two cents for local 
delivery will not only not decrease but actually increase 
the revenues from the first-class rates. Representatives 
of the National Retail Credit Association so testified in 
hearings before the Senate and House Post Office Com- 
mittees in March of this year. 

Chairman Rees of the House Post Office Committee, 
invited both Joseph A. White and me, on behalf of the 
National Retail Credit Association, to suggest improve- 
ments in the postal service. “This request has been met 
by my suggestion in a letter to Chairman Rees that a 
provision for a sales promotion manager for the Post 
Office Department will bring greatly increased revenues, 
promote efficiency, and bring about equalization of costs 
as between the various classes of service. Both Mr. 
White and I testified at the March hearings. 

The second question is, what does this postal situation 
mean to the retail merchants of the country? This 
question can best be answered by retail credit managers 





asking their store controllers or treasurers to calculate 
what the saving by adoption of a two-cent rate for local 
delivery might mean to their particular stores, and to 
supply the answer on the blank on the opposite page, 
together with the name of the store executive who is 
especially interested in this question.. Please respond 
promptly because the information requested is needed to 
consider whether or not a campaign for the purpose 
indicated should be undertaken. whe 





It's Banff in 1948 


The 34th Annual Business Conference of the National 
Retail Credit Association, Associated Credit Bureaus of 
America and the Credit Women’s Breakfast Clubs of 
North America will be held at the Banff Springs Hotel, 
Banff, Alberta, Canada, June 7-8-9-10, 1948. It is 
planned to have a special train, which will leave Minne- 
apolis on June 3 and arrive in Banff, June 6. The 
special train will leave Banff June 10 and arrive in Van- 
couver June 11. There will not be a special train east 
as members will want to return home by different routes. 
Reservations should be mailed NOW to the National 
Retail Credit Association, 218 Shell Building, St. Louis 
3, Mo. 

Members in the United States desiring to drive will 
find good roads by way of the eastern border of Glacier 
National Park and the International Highway to Calgary, 
which is 80 miles east of Banff. The following table 
shows the road mileage from the state capitals of the 
United States and the Provincial capitals of Canada to 


Banff. 
STATE CAPITALS 


CITY MILES 
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Suggestions for Program Building 


HOW TO STIMULATE interest in local and dis- C—RELATION OF SCOPE OF TOPIC TO 
trict meetings has always been a problem. ‘The following TIME ALLOTMENT 
outline, prepared by Past President Harry L. Bunker, 
Credit Manager, H. C. Capwell Co., Oakland, Calif., 
should prove of considerable assistance in arranging 
interesting programs. He has had considerable experience 
in conducting local and district meetings. From time to 
time, other suggestions will appear in The Crepir Wor -p. 
I—FACTORS INVOLVED IN SELECTION OF ; 
SUBJECTS II—CONTROL 
A—TYPES OF MATERIAL—This includes re- a—Experience has taught us that it is highly essen- 
ports on: tial that the group or discussion leader retain 
1—New facts, Research, Experiments, Systems, control of the meeting at all times. Sufficient 
New Material which adds to the knowledge time should be allotted to each subject in 


1—Past experience has shown that frequently in 
the desire to get a large number of important 
subjects on the program, too short a time has 
been allowed to make an adequate presentation 
of any subject. It is not necessary to cover 
the whole field of interest in one year. 


of Credit Granting. which to present it and allow for discussion. 
2—Critical evaluation—Discussion “by competent Debate should be kept to the subject material, 
people” of present and proposed methods or and non-scheduled material should not be 


objectives in Credit Granting. introduced unless there is unused time at the 
3—Expert summary of existing procedure and 


methods, by competent authority. 

4—Prophesy—Selected speaker to forecast proba- 
ble trends, for the purpose of stimulating 
imagination. 


end of the session. It is discouraging to both 
audience and leader when lack of control pre- 
vents a proper presentation of the scheduled 
subjects. 

b—Selection of Methods of Presentation—A 


5—Inspirational—Time should be provided for ; = 
second factor in building programs, once the 


short inspirational messages. b' ee en ; 
annsin : aad ee eins ' - subjects have been selected, is the determina- 
— 2 ASIS FO SELECTION OF , 

B see FOR tion of the method of presentation of that 
1—Timelj : Usuall — subject which is most suitable to both the 
—Timeliness—Usually only such material as : ; pte 

Pee, subject and the occasion. There follows a 
relates to current credit problems should be ; = mee eee ae - 
iden penal Raeathon ie ete ah the, yrief desc ription of several torms of presenta- 
B . a hed P tion that might be used in a conference pro- 


torical material, where its introduction might 
gram. 


enable the audience to understand a current 
problem. Certain research material in itself 
has value, but loses value for conference pur- 


A—Formal address. The giving of a formal 
address, or the reading of a prepared 
manuscript, when the speaker is an 
authority in the field, is of definite value; 
however, a program made up entirely of 
formal papers has a tendency to become 
dull and tiresome. 


poses because it does not cover material that 
is important at the time of the conference. 
2—Relative Importance—Usually a committee 
will find a number of important subjects sug- 
gested. Selection should rest upon that topic 
which is most important for any given year. B2—Symposium—A series of relatively short 
Other conferences will follow in subsequent papers, or addresses, presenting several 
years. different aspects of, or approaches to the 
3—To produce a balanced program—A program same general subject. This plan is useful 
made up entirely of research would not have when a variety of viewpoints is desired. 
the same interest and value as one including It is quite helpful if a lively discussion 
several kinds of material. Probably the de- is desired. 
sirable goal in program building is to present C2—Group discussions—This type of con- 
a variety of material, which taken together ference probably has the greatest possi- 
makes a well-balanced whole. bilities of promoting a thorough discus- 
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sion of the subject matter. It also 
requires more control than other types 
of presentation. 


III—SELECTION OF SPEAKERS OR DISCUS- 
SION LEADERS 


It is obvious that in the selection of speakers, two 
important requirements are— 

A—Knowledge of the subject, and ability to 
speak with authority, because of position, 
knowledge, or experience. 

B—Ability to speak well. It is not necessary 
that speakers be orators, but they should 
have the ability to speak reasonably well, 

TO and in an interesting manner. 

ef IV—CONDUCT OF MEETINGS 

rtant A—Begin and end promptly. This is most im- 

e has portant in conducting successful meetings. 

ation If promptness is required and adhered to, 

coved audiences will respect and develop a habit of 
promptness. Waiting for an audience, which 
seldom arrives, will result in loss of interest by 
those who are prompt. 

essen- B—Introduction of speakers—Should be brief and 

retain not encroach on speaker’s time and subject. 

ficient Remember, the audience wishes to hear the 

ct in speaker, not the presiding officer. 

ssion. C—Emergency—The presiding officer should be 

terial, prepared for possible emergencies. 
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» both 


2—Acceptance and delivery of emergency 
l pre- 


messages to the delegates during the pro- 
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D—Control of Time—Speakers should be ade- 
yn—A quately informed well in advance of the time 
ce the they are to appear on the program, and the 
‘mina- length of time allotted to them. Rigid ob- 
f that servance of time allocation will keep the 
+h the program on schedule. The presiding officer 
ows a should have the courage to tactfully stop the 
ssenta- speaker who overstays his time, out of cour- 
e pro- tesy to the audience and successive speakers. 
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Discussion leaders should retain control of the 
formal meeting at all times. Sufficient time should 
epared be allotted to each subject in which to present 
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Discussion should be limited to the subject mate- 
rial. Non-scheduled material should not be 
introduced unless there is unused time at the 
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Estey J. Wolfe Retires From May Company 

Estey J. Wolfe, a member of the credit department of 
the May Company, Cleveland, Ohio, since 1930, retired 
from active work on August 1, 1947. He contributed 
nearly half a century of credit service to Cleveland busi- 
ness. He was credit manager of Kinney & Levan Co.; 
one of the signers of the original articles of incorporation 
of the Cleveland Retail Credit Men’s Co., and a past 
president of the Credit Bureau. A testimonial dinner was 
given for him by his associates at The May Company 
on July 29, 1947. Upon his retirement he becomes a 
member of the Quarter Century Club of the N.R.C.A. 
His home address is 1547 Wagar Ave., Lakewood 7, 
Ohio. 

Warning on Social Security Cards 

The Social Security Board informs us that social 
security cards are being fraudulently used to cash stolen 
and forged checks by retail merchants, banks and others. 
They warn that social security cards are intended for 
use only in identifying wage earners’ accounts in connec- 
tion with the operation of the Federal Old-Age and 
Survivors Insurance program and they should not be 
accepted as personal identification’ when cashing checks 
or granting credit. 


H. M. Tobolowsky Promoted 

On the 75th anniversary of the founding of E. M. 
Kahn and Company, Dallas, Texas, H. M. Tobolowsky, 
Credit Manager for many years, was elected Secretary 
of the concern. Mr. Tobolowsky has been a loyal mem- 
ber of the National Retail Credit Association for a long 
time and has attended many of our annual conferences. 
We wish him many years of success in his well deserved 
promotion. 











St. Louis Proceedings Now Ready 

THE PROCEEDINGS of the Department 
Store Group, Cycle Billing Forum and the 
Credit Clinic of the 33rd Annual Business 
Conference of the National Retail Credit Asso- 
ciation held in St. Louis, June 16-19, 1947, are 
now ready for distribution. These important 
features of our program are an exact transcript 
of the discussions. Due to the number of 
changes in credit granting as a result of the 
discontinuance of Regulation W, the opinions 
expressed by credit executives are extremely 
valuable. The discussion of revolving credit 
in the Department Store Proceedings will 
prove of considerable help if you are interested 
in this type of credit. The Cycle Billing Forum 
and Credit Clinic discussions also contain 
up-to-the-minute facts and data on present-day 
credit granting. If you have not already 
ordered your copy, do so today as the supply 
is limited. These proceedings contain 117 pages 
and the price is $3.00 to members, and $3.75 to 
nonmembers. Order from National Retail 
Credit Association, 218 Shell Building, 














St. Louis 3, Mo. 
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Finance Terms in Canada 


The following outline of finance terms of the Industrial 
Acceptance Corporation Limited, with headquarters in 
Montreal, was handed to Mr. Crowder on his recent 
visit to that city. They indicate more conservative terms 
than were recently advocated by the American Bankers 
Association. The Industrial Acceptance Corporation is 
the outstanding Canadian finance company and in the 
past 20 years has made rapid strides under the leadership 
of J. P. A. Smyth, President. 

MINIMUM MAXIMUM 
DOWN PAYOUT 
HOUSEHOLD APPLIANCES & EQUIPMENT PAYMENT PERIOD 
Dishwashers 20% 18 mos. 
Furniture 20% 18 mos. 
Ironers 20% 18 mos. 
Pianos and Electric Organs 20% 24 mos. 
Portable Air Conditioners & Humidifiers 20% 18 mos. 
Radios 20% 15 mos. 
Ranges 10% 18 mos. 
Refrigerators 10% 24 mos. 
Vacuum Cleaners 15% 12 mos. 
Washing Machines 10% 18 mos. 
HEATING, AIR-CONDITIONING & HOME 
IMPROVEMENTS 
HovusEHOLD 
Automatic Water Heaters 
Automatic Water Pumps 
Coal Blowers 
Furnaces 
Oil Burners 
Plumbing & Sanitary Fixtures 
Stokers 
Materials & Services in connection 
with Real Estate improvements 
(Maximum Amount $1,000.00) 


Positions Wanted 


Executive now employed desires connection with relia- 
ble firm. Twenty years’ experience in all phases of 
general business procedure, office management, personnel, 
credits, public relations and organizational work, knowl- 
edge of accounting ard business law. Excellent business 
and personal references. Box 1174, The Crepir Wor .p. 

Executive thoroughly qualified in credits and collec- 
tions, office management and personnel work. Seven 
years’ experience as manager of merchant controlled credit 
bureau in city of 50,000, also department store experience. 
Box 1172, The Crepir Wor vp. 

Man with 20 years’ experience in credit and collection 
work desires permanent position with department store 
or installment house. Can produce results. Prefer 
moderate climate. Write, stating number of accounts, 
type of business and salary offered. Box 1072, The 
Crepit Wor LD. 








For Sale 


Credit bureau in the fastest growing section of 
Southern California. Present owner has other interests. 
Box 1171, The Creprr Wor tp. 

Credit bureau and collection agency in Southwest. 
Population, 16,000; trade area 40,000. Net earnings 
now $500.00 a month. Box 1173, The Crepir Wor tp. 
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“Handrails t ‘o Success” 





IEE «© (Beginning on page 8) 


tions. If there is one man in business who has a thorough 
appreciation of the relations which exist between wages, 
prices and buying power, it is the creditman. 

There are big problems ahead of us and ahead of the 
world. Lend-Lease credits will have to be watched. 
There are firms in this country who are producing on the 
basis of Lend-Lease. The creditman must watch such 
firms so that he will know when the point of exhaustion 
or of renewal of Lend-Lease approaches. We have the 
International Bank and other Bretton Woods organiza- 
tions whose operations are closely related to credit condi- 
tions right here at home. 

The problem of the business cycle is not a problem of 
labour and production alone. 


It is very much a credit 
problem. 


Large firms hire economists to study the 
problems of the business cycle and then make reports 
which the firms probably, and perhaps wisely, file away 
and then do as they please. 

What about the small firms? Small firms cannot af- 
ford to hire reputed experts to tell them what to do. 
Nonetheless, the small firm, as well as the large firm, is 
up against these difficult problems in exactly the same 
way. Consequently, they should train within their or- 
ganizations somebody with sufficient economic sense to 
be able to make some evaluation of the problems. The 
ideal man is the creditman and that is why I advocate 
education and more education for credit people. They 
need it more than any other employee under present 
conditions. 

Opportunity looms large for developing the importance 
of the credit function in every business, large and small. 
It is the start of a new profession for those prepared to 
take advantage of the opportunity. If the great dreams 
of the development of the Pacific Northwest are to be 
achieved, on what basis are they to be financed? They 
are going to be financed on credit and if you believe this, 
get in there and pitch. kkk 
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‘*Credit Experiences” 


(Beginning on page 10) 


In those trying 30’s, there were a lot of people who 
preferred to be dead rather than try to overcome the 
obstacles and meet the many adversities before them. 
I felt that here was a case that needed all the encourage- 
ment and hope possible, so I told this lady, “If you 
will muster all the courage you can and put forth your 
best effort, you will see your daughter graduate from 
high school. If you will put forth enough effort, you 
might even get married again.” 

Four months later, this woman came back into the 
office. It was the same woman, but what a different 
personality! She had a sparkle in her eye and a sparkler 
on her left hand, and she said, “I just simply had to 
come in and show you that I am to be married again, 
because I feel that you are partly responsible for my good 
fortune.” 

There is a moral to this true happening. It is that 
you should take an interest in the greatest thing on earth, 
which is God’s greatest product, man. nek 
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How to Write Good Credit Letters by Wm. H. 
Butterfield (National Retail Credit Association, 218 
Shell Bldg., St. Louis 3, Mo., 128 pages, enlarged edition, 
$2.25.) A brief, practical guide to better credit letters, 
by the author of twelve other widely-used books on letter 
writing. Contains many complete model letter examples. 
Section 1 (including fifteen chapters) analyzes common 
credit letter faults and shows how to eliminate them. 
Examples of faulty writing are accompanied by revisions 
that illustrate effective methods of building business and 
good will by mail. Section 2 (including ten chapters) 
outlines and illustrates the fundamentals of each basic 
type of credit department message—account-solicitation 
letters, collection letters, adjustment letters, 
account letters, 
newcomers, 


inactive- 
“thank-you”’ notes, letters of welcome to 
“service” letters, letters granting and declin- 
ing requests for credit. Section 3 illustrates attractive 
letter layout and reviews expressions commonly misused 


in credit department letters. A book of real value not 


only to credit correspondents, but to all persons who 
write letters in business. 


ay 


The Credit Side of Selling by Edwin B. Moran 
(The Dartnell Corporation, 4660 Ravenswood 40, IIL., 
128 pages, $1.50.) This book was written to help sales- 
men make the most of their opportunities. It deals with 
a phase of selling which too many salesmen do not appre- 
ciate. Contents include: How credit knowledge helps a 
salesman; The principles underlying credit; Getting a 
line on a new customer; References—good, bad, and in- 
different ; How to analyze a financial statement ; Keeping 
tab on old customers; Credit safeguards; Some legal 
phases of credit; Terms of sale and the salesman; Guard- 
ing against business wrecking hazards; and, Causes of 
business failures. The author is Manager, Central Divi- 
sion, National Association of Credit Men. 


nu 


Expenses and Profits of Limited Price Variety 
Stores in 1946: Chains and Independents (Bu- 
reau of Business Research, Bulletin No. 127, Harvard 
Business School, Soldiers Field, Boston 63, Mass., 42 
pages, $2.00.) This bulletin, written by Professor Eliza- 
beth A. Burnham, presents the sixteenth annual report of 
margins, expenses, and profits of limited price variety 
chains and the fourth annual report on similar operating 
statistics for independent variety stores. As in previous 
years, the availability of reports from a substantial num- 
ber of identical concerns running back over a long period 
of years affords a basis for appraising trends. Analysis 
of these trends reveals the continuation of war-generated 
inflationary tendencies which lifted sales volume to a 


_ new peak in 1946 and brought the expense ratio down 


to the lowest level since 1929. 
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Conducted by ARTHUR H. HERT, Research Director 


The Questions 


We are interested in knowing how member stores 
handle what is generally referred to as suspense accounts. 
How long does the average store render customers’ 
accounts in regular files before they are transferred into 
suspense ledgers? It seems some stores use 120 days and 
others do not transfer these items into suspense binders 
until the accounts reach an age of eight months. What 
is the dollar volume in suspense compared to total out- 
standing? Do other stores continue to extend credit to 
this class of customer? How many stores are using 
Charga-Plate or other methods of customer identifica- 
tion? What is the average floor limit where the method 
of Charga-Plate is used? 


The Replies 


Birmingham, Ala.: We do not have a suspense 
ledger. We make semi-annual charge-offs to bad debts 
on January 31 and July 31. We do not use Charga- 
Plate, although we have hopes of installing it in the 
near future. 

a 

Cincinnati, Ohio: We make a physical transfer 
of accounts into suspense ledgers at the end of six months. 
We continue sending out statements, however, until the 
account is charged to B.,& D. and assigned to a collector. 
At this time, our plate is killed and no further state- 
ments sent. Our suspense figure is 2.12 per cent to 
total credit outstanding. We do not permit additional 
purchases on suspended accounts unless some definite 
arrangement is made. These sales are few and far be- 
tween. Regarding Charga-Plate, we have not changed 
our floor release limit since Regulation W was lifted. 
We still release $10 on the floor with the plate as we 
were permitted to do under Regulation W. 

xx«we 

Kansas City, Mo.: Every store has the right to 
take whatever time they decide on before they transfer 
accounts into the suspense ledger. I know of stores 
that do not carry a suspense ledger at all. Personally, 
I think they are necessary to aid in controlling the 
accounts. They also collect all your bad eggs in one 
basket, and you can run a control on these accounts and 
always know the amount of money involved in your sus- 
pense accounts. In the large majority of cases, accounts 
that have become 120 days old should be automatically 
transferred into suspense. This brings them to the atten- 
tion of the credit manager, and he can see that extra 
work is done on these suspended accounts. Of course, 
if he has a separate Collection Department, the collection 
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procedure would be the same. There is no question that 
if a collection procedure is followed up closely when 
an account becomes 120 days old, there will be less 
attorney’s fees and collection expense than there will 
be if these accounts are allowed to run past due for a 
longer period of time before action is taken. If this 
method is used, the dollar volume in suspense should 
never be large. When an account is placed in suspense, 
the name of the suspended account should be withdrawn 
from the authorizing file. If authorization is made 
direct from the ledger, the fact that the name was in 
the suspense ledger would be sufficient warning to the 
authorizers. Any charges made on the suspended accounts 
should have the O.K. of the credit manager before they 
are authorized. We are one of 12 of the larger stores 
in this city using Charga-Plate. 


x * 

Lincoln, Neb.: We consider our method of charge- 
offs a timesaver and unusually accurate, in that no copy- 
ing of name or information is necessary. We carry a 
suspense control where all charge-offs and recoveries are 
entered during the current year. We merely stamp at 
the top of the customer’s credit history card the year to 
which the account goes to P. & L. which is, of course, 
the current year. The card is then transferred from its 
alphabetical division to the suspense file. All recoveries 
for the year are also entered in the suspense account. 
The suspense control is included as accounts receivable. 
If a payment comes through as accounts receivable, we 
merely place the receipt to the account in suspense and 
eliminate journal transfers. At the close of the year, 
the total charge-offs and total recoveries are entered 
through our general journal to our P. & L. account and 
accounts receivable accounts in our general ledger and 
the suspense account is automatically balanced out for 
the year. When an account is considered uncollectible, 
it is transferred from its alphabetical division to the 
suspense file and follow-up collection may be continued 
or whatever disposition of the account seems advisable. 
The dollar volume of the suspense account is whatever 
the net loss is for the current year. When one of our 
accounts is placed in the suspense file, it is really bad 
and further credit will not be extended until the 
account is settled. We do not use Charga-Plate or any 
other such type of identification. Charges up to $10 
are delivered without office approval. 


xx«r* 

Long Beach, Calif.: We do not transfer the 
thirty-day charge accounts to a suspense account after 
they become past due six months. We prefer to charge 
them to profit and loss account and continue to work on 
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them or assign them to the Credit Association for collec- 
tion. We use Charga-Plate for identification and issue 
one for each thirty-day account opened. Our floor limit 
is $10.25. 

xx** 

Louisville, Ky.: We do not have a definite time 
when our accounts are transferred to an attorney or a 
suspension ledger. The Collection Department uses its 
judgment as to when to take these steps. We deliver 
up to $5 without authorization and we do not use the 
Charga-Plate. 

xx** 


Milwaukee, Wis.: We do not have a suspense 
ledger. Our accounts are carried in our regular file until 
they become a collection matter. When the account is 
taken from the collection file and placed in the hands 
of an attorney, it is still kept as an active record, but 
under the heading, “Accounts Given to the Attorney.” 
All collection accounts not paid at the end of the fiscal 
year are charged off to “Profit and Loss.” Our loss 
over a period of 30 years is less than 14 of 1 per cent. 
We do not believe that reliable stores grant credit to 
people that are in collection. The representative stores 
of Milwaukee certainly do not open accounts for this 
class of people. We use Charga-Plate, and when the 
plate is used the floor limit is $10. 

x kk 

Minneapolis, Minn.: The customary practice is 
to transfer accounts to the suspense ledger as soon as 
collection of the account is deemed to be in question. 
Unless the conditions are unusual, any amount which is 
owed for eight months or more is expected to be in the 
suspense ledger. The amount in the suspense ledger is 
included as a portion of the accounts outstanding and, 
of course, reflects on the collection percentage. We 
keep no record as to the percentage of suspense as 
compared to the total amount outstanding, but such a 
percentage would be quite low. Usually, when other 
stores have difficulty with an account, it would have 
to be placed in the suspense ledger at the same time 
that any other store has difficulty. If there is no 
dificulty at one or more stores, and it seems an in- 
sufficient reason to close the account, they continue to 
sell and proceed with the account in the regular way. 
In our city there are eight stores using Charga-Plate 
and one store using the coin method of identification. 

xk * 

Nashville, Tenn.: We suspend accounts only once 
a year. We assume that the subscriber’s inquiry is in 
reference to past-due accounts and I know that some 
firms make it a policy to transfer an account to a sus- 
pended ledger after it reaches a certain age. We carry 
our past-due accounts in our regular trays and continue 
our collection effort until the end of our fiscal year, when 
the accounts are charged to bad debts. Our store has 
been using Charga-Plate for years as customer identifica- 
tion. Our floor release is $5. 

* 

Oakland, Calif.: Accounts are moved from the 
regular ledgers to the suspense ledger anywhere from one 
to four months, Cases known to be bad are immediately 
transferred to suspense, whereas, those cases that appear 
to be collectible may be retained in the regular ledgers 
until sixty days prior to the semi-annual write-off. The 
dollar outstanding in suspense will range from practically 


nothing at the beginning of the period to a sizable figure 
at the end of the period, for example, May suspense 
outstanding to total outstanding at the end of May was 
42 per cent. At the end of June it was 1.27 per cent. 
We do not continue to extend credit knowingly to 
accounts which are in the suspense ledger. We are 
using Charga-Plate only for identification and author- 
ization service. Our Charga-Plate floor limit has been 
raised from $10.00 to $25.00. 


x*x*e* 

Oakland, Calif.: We discontinued the use of the 
suspense ledger during the period of Regulation W and 
so far we have had no need for it. Our regular collec- 
tion follow-up is handled from the duplicate letters, (an 
aftermath of Regulation W) which also permits an age 
analysis when necessary. So far we have not installed 
the Charga-Plate. 

x * 


Omaha, Neb.: When an account has reached 120 
days without any substantial payment being made or any 
reasonable promise being given for payment, it is trans- 
ferred to our Collection Department, whose duty it is to 
follow up from that point until paid. While we retain 
the record in our regular customer account files of the 
name and address and transfer to Collection Department, 
the account balance is transferred from the regular 
customer ledger and carried as an account in Accounts 
Receivable under Collection Department. All charge- 
offs at the end of the year are made from the group of 
accounts carried in Collection Department. The dollar 
volume in this particular department will vary according 
to the time of the year and economic conditions existing. 
Usually, this is a small portion of our total outstanding. 
When the account is paid up in the Collection Depart- 
ment, we require the customer to make application at the 
Credit Department to reopen the account and we obtain 
a revised report to learn if their credit in the city has 
improved. If so, we will reopen the account, having a 
definite understanding regarding payment. We are 
using Charga-Plate as customer identification and the 
floor limit is $10. 

e & -@ 

Pittsburgh, Pa.: We do not have suspense ledg- 
ers. Therefore, our accounts remain in the regular files 
until charge-off period, which is April and October of 
each year. We use Charga-Plate and deliver up to $10 
on the floor on all “take” transactions. All others are 
referred to the authorizing station to be authorized. 


* * 

San Francisco, Calif.: We do not use a suspense 
file or ledger. All accounts, regardless of condition, are 
carried in the regular trays and our monthly collection 
percentage is based on the total outstanding balance at 


the end of the previous month. Bad and doubtful ac- 
counts are written off to P. & L. semi-annually, and 
when the Collection Department has exhausted its efforts, 
such accounts are assigned to the Bureau for collection. 
We would not ordinarily extend further credit on a 
suspense account unless exceptional circumstances war- 
ranted it. Regarding Charga-Plate, a recent national 
survey shows no uniform limit of under-authorization for 
Charga-Plate stores. There is a variation of from $5 
to $50. In San Francisco, there is no uniformity. It 
varies from $10 to $25. 


(To be continued next month.) 
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W. H. BUTTERFIELD, Educational Director, National Retail Credit Association 


UST A YEAR ago this month, Credit Department Letters 
devoted both of its pages to Christmas messages, Having 
reviewed in that article the important “‘do’s” and “don’ts” 

in writing letters of seasonal greeting, we'll not indulge in 
repetition of the same points this year. 

Instead, we pass along to you a couple of pages (reproduced 
below) from an informative folder on holiday letters. The 
material is well presented and contains some good ideas. We 
should like to credit its source, but unfortunately the folder 
reached us without identification of its origin. 


This Month’s Illustrations 


Space does not permit a detailed analysis of the letters 
shown on the following page. All four were selected, how- 
ever, because they make effective use of the year-end message 
in building good will and customer loyalty. 

Illustration No. 1, used by the Boston Store, Fort 
Dodge, Iowa, and signed by Ray W. Johnson, Credit Man- 


ager, combines seasonal greetings with an expression of thanks 
for the customer’s patronage and loyalty. 

Illustration No. 2, used by the South-Western Pub- 
lishing Company, Cincinnati, Ohio, and signed by E. J. 
Aylstock, Manager, College Department, conveys Christmas 
good wishes to bookstore managers, thanking them at the same 
time for their friendship and co-operation. 

Illustration No. 3, used by The H. C. Capwell Com- 
pany, Oakland, California, and signed by H. L. Bunker, 
Credit Manager, utilizes the holiday season as an appropriate 
time to thank customers who pay their accounts with consistent 
promptness. 

Illustration No. 4, used by J. L. Brandeis & Sons, 
and signed by E. F. Pettis, Secretary-Treasurer, is a thanks- 


for-patronage letter tied in with holiday good wishes.* 


*Though similar to a Brandeis letter previously reproduced 
in CREDIT DEPARTMENT LETTERS (December, 1946), this 
specimen is presented because of the favorable effect indicated 
by the number of customers who replied by mail and telephone. 





not foolish sentiment 


then, that prompts us to send a word of thanks and a friendly greeting 
at Christmas time. Indeed not. It’s just good business. The few 
cents per customer spent for such a greeting is one of the best invest- 
ments we can make. It's an investment in Good Will. 


And if, instead of a cold, formal, stereotyped message, the greeting is 
couched in our own words, and reflects our own personality, its value is 
naturally inestimably greater. 


It's quite possible that your failure to send a greeting and a word of appre- 
ciation to those who have been loyal to you during the past year would not 
be noticed by the majority of your customers. People generally don’t check 
up to see just which ones of those with whom they deal did or did not send 
them a greeting. 


But if you DO send a greeting, then your thoughtfulness, and your appre- 
ciation will be called definitely to the attention of your customers. While if 


you DON'T send one and your competitors DO, then your failure to do so 
is made very, very apparent. 


So, be sure that you are marked as one who IS thoughtful and appreciative. 
Send your loyal customers a cordial greeting this Christmas. It means so 
much, and costs so little. 


HOLIDAY LETTERHEADS AND FOLDERS 
iend themselves to many interesting and novel treatments 





There is no greeting quite so personal as a letter written by one 
individual to another. But the scope of modern business makes it 
virtually impossible to write personal messages to all of our friends and 
business associates . . . especially at Christmastime when so many of 
us are so rushed that it is almost impossible to give adeq i 
to current matters. 





The next most effective method is undoubtedly the carefully filled-in 
multigraphed letter. But there are times when even that is impossible. 
So we must resort to other methods. 


The greeting on the opposite page illustrates one subtle method of 
phrasing a greeting in one’s own words, and eliminating the necessity 
of matching and filling-in. This arrangement or variations of it have 
been used with telling effect by organizations throughout the 





country. 











HOLIDAY GREETINGS 


To 
our old 
customers 
+++ our old 
friends of 
years standing 
and, ... To our 
newer customers, 
who in the course 
of coming years we 
hope wiil become old 
customers end old friends. 
«++ To ell whose friendship 
and good-will have helped to 
keep the wheels turning and to 
make our Christmas core thoroughly 
enjoyable, we say thank you... 
Thank you sincerely and heartily. We 
wish you areal Merry Christmas and a 
bright, happy anc prosperous New Year. 


a 
Business Houss 
Anywhere 
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December 15, 1947 


© 


Mrs. Harold E. Davis 
920 East Hawkeye Ave. 
Fort Dodge, Iowa 


Dear Mrs. Davis: 


At this season our thoughts turn naturally to 
customers whose friendship we have enjoyed 
throughout the year. 


You have been one of these loyal customers — 
one whose confidence we value and are eager to 
retain — one whose account it has been a pleas- 
ure to handle. 


We sincerely appreciate this cordial relation- 
ship, and will do all we can to preserve and 
strengthen it in the future. 


This letter brings you a sincere "Thank you" 
on behalf of the entire Boston Store personnel. 
At the same time we wish you a Merry Christmas 
and mich happiness in the New Year! 


QD sce yours, 
WY o ao 
wy ert 


Ray W. Johnson 
Credit Manager 





SOUTH-WESTERN PUBLISHING COMPANY 


December 15, 1917 


Ur. Ralph Parker, Manager 
Union Book & Stationery Store 
College Park, Maryland 

Dear Mr. Parker: 


This Christmas your friends in our company 
wish they could see you in person and thank you for 
your friendship and the confidence you have shown in 


us. Put that isn't possible, so we are wri ting you 
instead. 


: The opportunity you have given us to work 
with you this past year has been much appreciated. 
ve shall try to merit your continued friendship and 
co-operation for many years to come. 


It is our hope that this Christmas will be 
a merry one for you, and that 196 will be a pleasant 
and successful year for you and your firm. 


Sincerely yours, 


SOUTH-ESTERN PUBLISHING 











HC CABWELL 


Company 


December 16, 1917 


Mrs. Clinton J. Henry (3) 


634 Ridgeway Avenue 
Oakland, California 


Dear Mrs. Henry: 

Because of the fine way in which you attend to your 
obligations, this department seldom has occasion to 
write to you. 

You certainly do have a letter coming, though — 

a letter of genuine appreciation for your clocklike 
promptness in paying your Capwell account. 


That old saying of Josh Billings, "The wheel that 


squeaks the loudest is the one that gets the grease" 


is all too true in most credit departments. A let 
of time is spent on "squeaky" wheels, and we some- 
times forget it's the solid, smooth-running wheels 
— made up of accounts like yours — that are the 
backbone of any credit system. 

And so, as another New Year approaches, we wish you 
a Merry Christmas — and look forward to your con~ 
tinued friendship throughout 198. We shall do our 
best to be deserving of it. 


Sincerely yours, 


Credit Manager 





JLBraNnpveE!is & Sons 


OMAHA, 2, NEBRASKA 


December 27, 1947 


©) 


Urs. R. J. Becker 
5310 Prospect Averue 
Omaha, Nebraska 


Dear Mrs. Becker: 


As we come to the end of 197, it is a 
pleasure to thank you personally for your 
patronage of Brandeis' during the past year. 


We hope you have enjoyed your visits 
here as mich as we have enjoyed serving you. 
Your confidence in us is deeply appreciated, 
and you can be sure of our continued effort 
to be worthy of it. 


May our pleasant relations of the past 
continue for many years to come! Best wishes 
for a happy, prosperous and successful 1918. 


Sincerely yours, 


E. F. Pettis 
Secretary-Treasurer 





 — 
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@ Fall Business About the Same as Last Year @ 


BUSINESS HAS HELD relatively stable so far this fall, 
although variations among different lines have been more 
marked than in recent months. Some lines are lagging while 
others are forging ahead quite rapidly. The total volume of 
business as measured by financial transactions is but slight- 
ly above last year but in a number of communities it is 
lower with the trend continuing downward. As the price 
level is higher than it was a year ago, the quantities of 
goods being sold are probably somewhat less although the 
total volume is still high. 


THE HIGH LEVEL of business activity is being main- 
tained by large consumer buying and by the shipments of 
goods abroad. The changes since the summer months have 
been about the same as usual and current indications point 
toward a continuation of about the same trends during the 
remainder of the year. The signs of hesitation in some in- 
dustries have not become strong enough yet to affect the 
general level to any great extent, The volume of business 
will very likely reach a new peak during the next three 
months or come very close to it. 


VARIATIONS AMONG different parts of the country are 
quite different from usual. Most of the areas in which 
business is lagging and falling considerably below the na- 
tional average are relatively small and include a few large 
cities, especially the New York territory and to the south 
along the Atlantic coast. In most sections of the country 
business is considerably above the national average and is 
being well maintained at that high rate. 
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LA SALLE EXTENSION UNIVERSITY 


THE LARGEST AREAS of very good business are in the 
agricultural regions of the Middle West, the Southwest, and 
the Pacific Northwest. In both the industrial and agricul- 
tural regions south of the Great Lakes business is also very 
good. Reduced crops due to dry weather have not affected 
business activity in farm districts as the rise in prices has 
more than offset the reduction in quantities, leaving farm 
incomes about the same as before. 


BUSINESS THROUGHOUT much of the South has been 
lagging slightly, but the prospects for a larger cotton crop 
than last year have recently resulted in some improvement. 
Higher prices have also been stimulating as they have added 
to farm income. Somewhat similar facts have been re- 
sponsible for keeping activity along the Pacific Coast about 
the same as the national average. 


TRADE AND INDUSTRY in Canada have recently been 
rising again after a lull during the latter part of the sum- 
mer. Factory output has been increasing, in spite of inter- 
ruptions in some industries and’'lack of raw materials, Agri- 
cultural conditions are fairly good, although prospects now 
indicate that most crops will be smaller than last year. As 
reduced output is being sold at higher prices, farm incomes 
remain high and conditions in agricultural regions reflect 
that large purchasing power. The general outlook for the 
remainder of the year is quite favorable for industry and 
for agriculture. Demand for goods continues to be strong. 
—BUSINESS BULLETIN, La Salle Extension University, 
Chicago, Ill. 
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Modern Ketailers turn to Remington Rand’s 


IMPROVED Cycle Billing Machine 


Now you can have more efficient handling of your accounts 
receivable. Remington Rand’s IMPROVED Bookkeeping 
Machine for streamlined cycle billing 


increases speed of posting 
simplifies operation 


improves customer records 


Statement and ledger are produced simultaneously. Yet each 


form is an original—printed by a separate ribbon, giving you 


neat, clear records. Through elimination of repeat printing 


of a separate transcript ledger and the addition of new form-han- 
dling guides, you have faster, simpler posting. 

Monthly customer billing is accomplished in one swift operation. 
Purchases, returns, payments, as well as previous and current 
balances are accumulated for proof—and balances are computed 
and printed automatically. This completely electrified bookkeep- 
ing machine eliminates month-end peak loads, saves work hours 
and improves customer relations. 


Call your local Remington Rand representative for complete 
details. Or send for free booklet, “Cycle Billing is easy...” 


| Reig Rand MACHINES FOR MANAGEMENT 


ADDING - BOOKKEEPING - CALCULATING MACHINES DIVISION 


DEPARTMENT CW, 315 FOURTH AVENUE, 


Sure! Send me your free booklet, 


NAMI 
COMPANY 


STREET & NO. 


NEW YORK 10, N. Y. 


“Cycle Billing is easy...” 


Please Mention The CREDIT WORLD When Writing to Advertisers 








September, 


DEPARTMENT STORES | DEPARTMENT STORES MEN’S CLOTHING 


(Open Accounts) 
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Atlanta, Ga 
Baltimore Md 
Birmingham. Ala 
Boston Mass 
Cedar Rapids, la 
Cin innati, Ohio 
Cleveland Ohio 
Columbus Ohio 


Davenport Ia 


Detroit. Mich 

Grand Rapids. Mich 
Kansas City Mo 
Little Rock. Ark 

Los Angeles. Calif 
Louisville Ky 

Lynn. Mass 
Milwaukee Wis 
Minneapolis Minn 
New Orleans. La 
New York N Y 
Oakland. Calif ° 
Omaha. Net 
Pittsburgh Pa 
Providence R | 

St Louis Mo 

Salt Lake City Utah 
San Francis 
Santa Barbara. Calif 


© Calif ° 


Sioux City. Ia 
Spokane Wash 
Springfield Mass 
Toledo Ohio 

Tulsa. Okla 
Washington D C 
Worcester. Mass 
Youngstown. Ohio® 
Ottawa Ont 
Vancouver B C *® 








Victoria: B C 


@August figures; received too late for October CREDIT WORLD. 


INSTALMENT ACCOUNTS outstanding at department 
stores rose slightly during: August, and at the end of the 
month were around three-fourths above the year-ago level. 
Collections on instalment accounts were down one per cent, 
and the ratio of collections to instalment accounts outstand- 
ing on the first of August was unchanged at 28 per cent. 
At the current rate of repayment instalment accounts would 
be outstanding, on the average, about six months. Charge 
accounts receivable remained at the level of the preceding 
month, and were 15 per cent larger than at the end of 
August, 1946. Collections on charge accounts were reduced 
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(Installment Accounts) 


STORES 








substantially, and the August collection ratio of 51 per cent 
was two points lower than in July. The average repayment 
period for charge accounts outstanding in August was 
nearly two months. Both cash and credit sales showed less 
than the usual expansion from July to August. Cash sales, 
accounting for 56 per cent of the total, were 16 per cent 
less than a year earlier. Instalment sales showed a year-to- 
year gain of 31 per cent, while charge-account sales fell 
below the year ago volume for the first time since June, 
1944. Collections on instalment accounts of furniture stores 
were slightly larger in August than in July, but the ratio 
was unchanged at 22 per cent—Federal Reserve Board. 
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WMornirhty CREDIT STATISTICS 


CONSUMER CREDIT outstanding increased 155 
million dollars or around one per cent during August 
to an estimated total of 11,216 million dollars. Nearly 
all the gain occurred in instalment indebtedness. At 
the end of the month the total amount outstanding 
was approximately 34 per cent above the year-ago 
level. 

Instalment loans outstanding increased about two 
per cent during August, approximately the rate of 
expansion of other recent months. At the end of 
the month these loans were 48 per cent larger than 
a year earlier. 

Instalment sale credit outstanding, other than on 
automobiles, showed a further increase of nearly 
3 per cent and at the end of the month amounted to 
around 1,200 million dollars. 

Charge accounts receivable declined about one 
per cent. This type of indebtedness is now 14 per 
cent larger than on August 31, 1946. 
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Ratio of collections during month to accounts receivable at 
beginning of month. 
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DEPARTMENT STORE SALES BY TYPE 
(Percentage of total sales) — 
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TOTAL CONSUMER CREDIT, BY MAJOR PARTS 


[Estimated amounts outstanding. 


In millions of dollars] 
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Ghanting Credit in Canada 


C. B. FLEMINGTON . . Canadian Correspondent 








Extending and Declining Retail Credit 


A. G. WILSON, Department of Accounts, The Robt. Simpson Co. Ltd., Toronto, Canada 


bie INITIAL CONTACT with the customer is a 
most important step in extending charge or instalment 
account facilities. This may be accomplished by one of three 
methods: (a) By Personal Contact, (b) By Telephone or 
(c) By Mail. 

Personal contact is considered the most satisfactory method 
of interviewing the applicant because by very reason of this 
contact, the interviewer can more easily obtain the necessary 
credit information from the customer. Best interviews take 
place in a quiet part of the credit department, preferably in 
an office or booth where privacy prevails. Some customers 
are sensitive about giving credit information and a proper 
atmosphere often eases the tension and helps the interviewer 
to complete the credit application. First impressions of the 
credit department by customers are important and it is essen- 
tial that applicants be interviewed by thoroughly trained, alert 
interviewers, who know the value of courtesy, have a sense 
of tact, and who possess a pleasant appearance. 

Best results can be achieved when the customer is greeted 
pleasantly and interviewed without delay. Courtesy is the 
keynote of this conversation which is liberally sprinkled with 
the words “please” and “thank you.” If the customer is 
hesitant or shows resentment at a question, the intelligent 
interviewer passes over it quickly to the next question. Such 
is often the case when the interviewers broach the question 
of salary. It is suggested that “Would you mind, Mrs. Smith, 
telling me the salary of Mr. Smith please?” will achieve 
better results than “What is Mr. Smith’s salary?” Even if 
complete information on the application is not obtained the 
required gaps can usually be filled when the application is 
cleared through the Credit Bureau. This situation should not 
arise often if the interviewer is competent. 

When the application has been completed and the signa- 
ture of the customer is obtained it is the usual practice of the 
interviewer to stress the terms of the charge or deferred pay- 
ment account. ‘This procedure is educational in character 
and contributes to the prompt paying habits of the customer. 
It should be the constant endeavor of the Credit Department 
to leave a good impression with customers at all times thus 
forging a bond of good will which will pay future dividends. 

The interviewer who takes an application over the tele- 
phone should show the same degree of tact and courtesy here as 
that displayed in a personal interview and it is well to remem- 
ber that the advantage of conveying a pleasant personality is 
lost unless it can be transmitted by the voice over the wire. 
Charge account applications are taken over the telephone, 
but it is not the usual practice to accept instalment account 
applications on this basis. ‘The customer in such cases, either 
comes into the store, selects the merchandise and then per- 
sonally applies for instalment credit or writes the store re- 
questing that the goods be shipped and payment arranged 
on a deferred payment plan. 

Many stores see that a credit application by mail for either 
charge or instalment facilities receives prompt and courteous 
acknowledgment and the letter advises that the application 
will receive immediate attention. 
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Let us consider these applications which take up most of our 
time as credit granters. Firstly, of course, we have the name 
in full of the customer or the customer’s husband. The 
address of the customer is usually of some significance and 
gives some indication of the standard of living enjoyed par- 
ticularly if the applicant has resided in a good neighborhood 
for a considerable period. On the other hand, if the cus- 
tomer has only been living at a good address*for a short time 
the applicant might be living beyond his means, and this fact 
should be borne in mind when making the final credit exten- 
sion. 

The fact that the applicant, has or has not a telephone 
should not influence you unduly. Some customers live in 
inaccessible rural areas where there are no telephones and too, 
the shortage during the past few years has prevented their 
installation in many homes. There is little to choose between 
the customer who owns his home and one who rents his home 
in these days of housing shortages. The exception, of course, 
is the customer who has owned his home for a considerable 
period. Information of this kind indicates that the customer 
has an asset which might be realizable should the account 
ever be referred to solicitors for action. 

The former address is important if the customer is 2 
recent arrival and this information helps the Credit Bureau 
to obtain credit information concerning the customer at his 
previous location. The occupation of the customer is im- 
portant and many credit granters feel that this is the key 
question on the application. From it the credit granter can 
form a good opinion of the customer’s financial status and 
his position in the community. 

The name and reputation of the Company employing the 
applicant and the length of employment are important factors 
to help the credit granter form an opinion. The question of 
salary is a vital one and if obtained, enables the credit granter 
to set a limit on the account and calculate the approximate 
amount of credit that the customer can afford to carry. The 
length of time at former employment indicates stability to a 
certain extent, although a number of applicants have recently 
shown former employment to be in the Armed Forces or war 
plants, since closed down. No unfavourable reference can, 
of course, be taken in instances of this kind. 

The possession of a bank account either current or savings 
is a good sign and indicates that the customer has some 
assets apart from possibly his earning capacity or home. If 
the customer has accounts with other stores either in or out 
of town it is an easy matter for the Credit Bureau to obtain 
the paying habits of the applicant. It is usually the custom 
to obtain one reference which is used if the account needs to 
be traced. The customer may be told at the time of the 
interview that the store does not contact the reference unless 
the customer changes his address and fails to notify the store. 
In such cases, the store contacts the reference to learn the 
change of location and if successful proceeds to forward mail 
or statements to the correct address. 

Many applicants have other members of their family who 
wish to use the account in their capacity as authorized buyers. 
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It is well to emphasize this point during the interview as 
these authorized buyers often help to swell the sales volume 
of the account. In such cases it is usually the practice to give 
the applicant a card with a request to obtain the signature of 
authorized buyers thereon. The card is then returned by the 
customer in a self-addressed stamped envelope to complete 
the records of the store. 

There are usually two types of charge account applications 
in use. The first one is used for male customers, single girls 
and widows of independent means who wish an account for 
their own use. This application is signed after the customer 
has read the following terms: “I hereby make application for 
a charge account with the Blank Company, subject to their 
terms settlement in full by the Ist, 25th or end of the month.” 

A considerable proportion of accounts, however, are opened 
by married women and it has become common practice to 
add this additional phrase, “I hereby make application for a 
charge account with Blank Company, subject to their terms 
of settlement in full by the Ist, 25th or end of the month etc., 
as the authorized agent of my said husband and I agree that 
all purchases to be made by me on such account will be made 
with his authority and on his credit.” 

It is problematical whether the addition of the phrase 
designating the wife as the authorized agent of the husband 
has much value in a case where the husband claims non- 
responsibility for his wife’s obligations. It does, however, 
give some measure of protection to the retailer but it does not 
necessarily ensure that the husband can be held responsible. 
The Christian name of the wife is, of course, obtained in 
applications of this kind to identify her in case of suit. 

In addition the retail or mail order deferred payment 
application usually contained the following additional informa- 
tion; the age of the applicant, the location of the concession, 
if the customer is a farmer, and the number of dependents, 
all of which have a bearing on the credit granter’s decision. 

All retail and mail order deferred payment applications 
have either a separate conditional sale agreement or one 
included in the application form, giving the retailer the 
right to repossess the merchandise if the payments are not 
met promptly. Repossession of goods has been practically non- 
existent during the past six years and it is not anticipated 
that retailers will again revert to this practice unless as a 
jast resort. 

If the credit report or information received is satisfactory, 
and if the deposit has been paid by the customer, the credit 
granter can now authorize a retail or mail order deferred 
payment account and ship the merchandise to the customer 
immediately. A letter is sent to the customer by some stores 
thanking the customer for his business and enclosing a pay- 
ment book showing the monthly instalments to be paid by the 
customer. 

Now let us assume also that the credit granter has a series 
of good completed charge account applications on his desk 
leading him to believe that the applicants are good credit 
risks, ‘This credit granter is making a grave error if he does 
not clear most of his applications through the local Credit 
Bureau before making the final decision. The credit bureau 
is in a position to thoroughly check all applications and con- 
firm or deny the information contained thereon. In addition 
the credit report will give the credit experience of other 
retailers and this information is invaluable to the credit 
granter when he sums up the account. If information on the 
report is satisfactory, the credit granter is now in a position 
to place a limit on the account. This limit represents the 
monthly amount which the credit granter feels that the 
applicant can pay each month. It is usually the practice to 
notify the customer if the limit is low, but such is not the 
case if the limit is in the higher brackets. A charge account 
number is then made out and mailed with a letter to the 
customer. ‘This letter is courteous in character and thanks 


the customer for her patronage. 


The two most commonly used methods of declining an 
account are either personally or by mail. The use of the 
telephone in such cases is not recommended as disclosure 
of credit information to an unidentified individual may have 
unpleasant repercussions. The conversation too, is liable to 
become involved even though the correct party is contacted. 

Let us then consider the accounts which have been cleared 
through the Credit Bureau and which are to be declined by 
mail. The following is a sample of a letter used which gives 
no reason for the decline, yet which is short and to the 
point: 

Dear Mr. Smith: 

With reference to your recent application for a monthly 
Charge Account, we regret that we are unable to accede to 
your request at the present time. 

Yours very truly, 

Most stores use a letter which is brief in character, but 
there has been a recent tendency to give the customer a reason 
for declining the account, thus decreasing the chances of a 
subsequent personal interview. Another letter is one asking 
the. customer to communicate with the credit department, 
This letter is sent to a customer living in the vicinity when 
there is insufficient credit information on the application or 
in cases where the credit manager wishes to discuss the applica- 
tion at greater length. 

Other applications show that the applicant is under 21 
years of age. The letter sent here points this fact out to the 
applicant and requests that they communicate with the store 
when they have become of age, at which time the store would 
be very glad to give the application further consideration. 

Some applications show too that the applicant’s income does 
not warrant credit accommodation. The communication in 
this case frankly states that the income is not sufficient to 
open an account at the present time. A most important 
letter is the usual one used when the credit report reveals an 
unsatisfactory record. 


Dear Mr. Smith: 

With reference to your recent application for a monthly 
charge account, we regret that we cannot accede to your request 
at the present time. 

On opening new accounts, we require a clearance from the 
Blank Credit Bureau, 111 Blank Street, and they advise that 
the information they have on file is not sufficient to warrant 
their approval. 

In view of the possibility of their records being in error, 
might we suggest that you get in touch with the Bureau and 
they will be pleased to discuss the matter with you and advise 
us of any change. ' 

We would then be very pleased to reconsider your application. 

Yours very truly, 

Full consent by the manager of the local Credit Bureau 
must, of course, be obtained by the credit manager before this 
letter is forwarded. The letter eliminates several interviews 
with the credit manager as the applicant usually sees the 
manager of the Credit Bureau as requested. The interview 
unravels misunderstandings if the outstanding obligations of 
the debtor have been paid and incidentally brings the records. 
of the Credit Bureau to date. The customer then visits the 
store and after a conversation with the credit manager, stress- 
ing the store’s terms, usually leaves the store with credit 
accommodation. Goodwill is thus preserved and such cus- 
tomers often turn out to be good credit risks. Bad credit 
risks usually drop the matter after receiving a letter knowing 
that credit facilities will be unavailable unless their outstanding 
accounts are paid. The same technique is used in advising 
both retail and mail order deferred payment applicants. 

A declined account can sometimes be turned into a profita- 
ble transaction by suggesting that the customers fulfil their 
credit requirements by taking advantage of the store’s deferred 
payment plan. In conclusion it might be pointed out that 
there are no general rules for extending or declining credit, 
as each application for credit must be considered on its indi- 
vidual merit. rik 
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The Zactéit Round Table 


A page devoted to improving the mutual cooperative re- 
lationship between members of the National Retail Credit 
Association and the Associated Credit Bureaus of America. 


— HAROLD A. WALLACE 


Helping Your Customer Open An Account 


OP MANAGEMENT is recognizing more every 

day the importance of increasing the number of indi- 
viduals and families who have charge accounts with their 
respective retail establishments. Hundreds and thousands 
of good customers, who during the war years were influ- 
enced for one or more reasons to give up their charge 
accounts, are now returning with requests .made to 
clerks, department heads, floor walkers and credit depart- 
ments of “charge it.” Naturally, everyone identified 
with any retail establishment is interested in helping that 
individual or family obtain all the credit that they are 
entitled to and for which they can pay within a reasonable 
time. Your local credit bureau is just as anxious to help 
you process these credit applications as you are. Here is 
a suggestion of how you may help your customers obtain 
credit more promptly. 

One of the problems that arises in many stores is that 
a certain percentage of customers sit down to buy a pair 
of shoes or want to buy some clothes for their children 
or some other household necessity right at the moment. 
The customer either sits and waits or goes to the credit 
department while the credit granter puts in a rush call 
to the credit bureau. If the credit bureau has a fairly 
recent file report, the problem of processing the credit 
application for this type of customer is of course simpli- 
fied. However, if this customer’s record has been inactive 
and must be revised, or if the customer is new, time 
will be required for the credit bureau to determine the 
information that the credit granter needs in processing 
this account. How you handle this customer who may 
become impatient at having to wait, is an important public 
relations job of your store. Some plan should be devel- 
oped, depending upon your own store’s policy, to care- 
fully review with the prospective credit customers when 
they apply for credit on short notice such as this, the 
fact that it may take some time before the credit applica- 
tion can be approved. 

The credit bureau is faced with two different types of 
bureau users. First, there is the type of store that looks 
upon the opening of a charge account as more or less a 
lifetime proposition. As a result, this credit granter 
adopts a policy of advising all credit customers except in 
its installment departments that it will take all the way 
from ten days to a month before credit approval can be 
determined. They urge customers who contemplate 





To do more business profitably, and to help 
locate “lost customers,” always take a com- 
plete credit application from all new accounts 
and check these through your Credit Bureau. 
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establishing credit with their store to make up an applica- 
tion, and thoroughly acquaint them at the beginning that 
it will take some time. They explain that the opening of 
a charge account should not be considered as a rush mat- 
ter. This type of store is usually more careful about 
taking a complete credit application. All factors in the 
application are carefully reviewed. A credit report is 
secured from the credit bureau; and credit management, 
after reviewing all factors, usually sets a limit on this charge 
customer. Ordinarily this type of credit request and the 
cooperative effort of the credit bureau in helping to process 
the application results in very little trouble or misunder- 
standing as far as the credit customer is concerned. 
Second, this type of store grants installment credit and 
being on a competitive basis with other similar installment 
merchandisers follows a policy of not taking such a de- 
tailed application and passing on credit more quickly and 
with less definite information. As a result the credit 
granter is interested in merely determining if there is any 
derogatory information listed against the applicant. 
Often verification of identity and employment, actual 
residency, and the fact that there is no derogatory infor- 
mation, is all that the installment credit granter requires. 
Consequently more misunderstanding and confusion can 
result. It does unless there is a thorough understanding 
between the credit granter and the credit bureau about 
the time element in securing credit information. Too 
often in cases such as this, credit is granted on a com- 
petitive basis and not on the ability of the customer to dis- 
charge the obligation as agreed. Credit granters who 
extend this type of installment credit are urged to discuss 
with their local credit bureau manager all the aspects of 
identity, file reports, fast service, and problems of clear- 
ing references and verification of employment. If the 
credit bureau manager understands the credit granter’s 
problems and the credit granter likewise understands the 
credit bureau’s problems, it is more likely that this prac- 
tice will result in you helping your customer open an 
account with your store. wok 


Toward a Better Understanding 

The FACTBILT Round Table is an attempt on our 
part to tell you something about bureau operation, and to 
discuss with you the common problems we have in pro- 
moting the principles of sound credit extension. The 
major reason for the credit bureaus’ existence is to serve 
you, the credit granter. Each firm has peculiar prob- 
lems and bureau managers also face different conditions 
in various parts of the country. These problems can be 
worked out by personal contact. In the FACTBILT 
Round Table we will discuss mutual credit granting 
problems and outline the cooperative process through 


which they may be solved.—H.A.W. 
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RETAIL BUSINESS will hold up for the next six to 

eight months, according to Dr. Jules Backman, New York 
University economist. The possibility of a recession, at 
least up to spring, is slight. Even though volume con- 
tinues at its present rate, retail profits will continue to 
decline. Expenses continue to rise. 


x*x* tk 
THE MISSOURI PACIFIC Railroad has placed a 
Rail-Auto plan into effect, the object being to enable 
travelers to travel via train between cities and rent auto- 
mobiles at destination in lieu of driving individually owned 
or company cars on long and tedious trips. The plan per- 
mits passengers to enjoy the comfort and economy of rail 
travel and still have the convenience of an automobile at 

destination. ~ 2 a 


BOYD’S, ST. LOUIS, encourages all employes who 
have any interest in study to enroll in an education course 
this fall by offering to refund the full cost, provided the 
employe makes a grade of “B” or better, or half the cost 
if the course is completed with a passing mark. The course 
may or may not have any bearing on retailing and may be 
taken at any approved University, high school or technical 
school in St. Louis. 


2:¢ 2 
HERE ARE SOME new inventions that will make life 
a little more easy: a keyless lock that opens by pushing 
the correct combination of four buttons; a home fire extin- 
guisher which hangs from a bracket looking like a door 
chime; and a gadget to hold soft-boiled eggs so the tops 
can be nipped off neatly. 
= f.@ 
THE FIRST anniversary sale of Meyer Bros., White 


House stores in Houston, Texas, marked the opening of a - 


new store, the sixth in Houston, in the recently completed 
Fulton Village Community Center. Thousands of visitors 
attended the opening and Leopold L. Meyer, President, said 
it was one of the most beautiful and complete in the group 
of stores. i ln ti 


HAVERTY FURNITURE Co., is spending $60,000 to 
modernize its branch store at Montgomery, Ala. The front 
will be of marble and granite and five of the six floors 
will be completely remodeled and departmentized, while 
the sixth will continue as a storeroom. 

e.&,@ 

THE AVERAGE passenger car in the United States 
travels 9,300 miles a year, while a truck averages nearly 
11,000 miles. i i 


CONSUMER INSTALMENT loans held by the prin- 
cipal cash-lending institutions increased about fifty million 
dollars during August reaching 2,420 millions at the end of 
the month. Each type of institution experienced a gain 
and the combined amounts outstanding exceeded the year- 
ago level by 46 per cent. 

mw &® & 

A NEW BOOK, “How to Buy More for Your Money,” 
by Sidney Margolius (Doubleday, $1.25) will anger many 
retailers. This guide to consumer shopping will arouse 
most denunciations because of its general opposition to 
credit and instalment buying. 


kkk 
FARMERS’ CASH RECEIPTS, for the sale of their 
products for the first half of 1947, were about 11.6 billion 
dollars, or one-third higher than in the first half of 1946. 
Receipts from nearly all classes of farm products increased 
over last year, mostly are rs high prices. 


BANKS ARE FINDING ped costs of handling checks 
is rising. Several that maintain 10-cents-a-check services 
are adding 25-cents-a- ear 38 Poa sai 


* 
THE PUBLIC SCHOOL ¢ system of Jackson, Mich., has 
added a new teacher to meet the needs of the cooperative 
Tetail program sponsored jointly by the schools and local 
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merchants for the last five years. About 35 high school 
students, mainly senior girls, are enrolled in the program 
this fall. They spend their mornings in classrooms and 
their afternoons in the participating stores following a 
training pattern, which in recent years, has placed many 
graduates in responsible executive positions. 


x*x* 

THE “REAL INCOME” of wage and salary earners 
continues to drop, while farmers’ income is still rising, it is 
revealed by the monthly Investors Syndicate survey of pur- 
chasing power. While wage and salary earners now have 
only about 96 cents of buying power for each dollar a year 
ago, farmers have about $1.09 for each 1946 dollar. At the 
same time, the biggest cause of the wage earners’ problem 
is the sharp rise in the price of food. The average family 
now pays more than $1.31 for the same amount of food 
that a dollar bought a year ago. It also pays $1.06 for each 
dollar on rent, $1.18 to the 1946 dollar for clothing, and 
$1.23 for miscellaneous expenses. 

xx*r* 

TEACHERS WILL GET a $3,500,000 pay raise this 
school year. That is about $400 per teacher over the 1945- 
46 schedules, bringing the national average above $2,500 per 
year. Pay raises will come from increase over last year of 
about $500,000,000 in school funds allocated by cities, 
counties, and states. 

xkx«k 

THE TOTAL VOLUME of G.I. loans has passed $5 
billion in spite of the fact that only one veteran out of 14 
has exercised his privilege. The remaining 13 have until 
July 25, 1957 to exercise their borrowing rights. A total 
of 1,014,000 veterans have applied for loans to date. Of 
these, 895,000 sought money for homes, 37,000 for farms and 
82,000 for business enterprises. 

xx** 

A PLASTIC ROTARY indexing device, shaped some- 
what like a revolving squirrel-cage and small enough to 
keep handy at your desk has been introduced. It comes 
with 1,000 removable cards and is adjusted to revolve freely, 
yet to hold the desired card in position for reference. 


xx 
THOMAS EMERSON, General Sales Manager, Ever- 
sharp, Inc., has been promoted to the newly created position 
of Vice-President and assistant to the Chairman and 
President of the firm. He will be remembered as the 
first speaker on our general sessions program at the Cleve- 
land conference. 
xk 
INSTALMENT ACCOUNTS outstanding at furniture, 
household appliance, and jewelry stores increased slightly 
in August. At the end of the month furniture store accounts 
receivable showed a gain of about one-third over the year- 
ago level, while those at household appliance stores con- 
tinued considerably larger than a year ago. 
xk & 
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THE EXPANSION of consumer credit is creating 
serious personnel problems for many retailers. Credit 
executives require both intelligent and well-trained help and 
there is a shortage of experienced people. Many stores are 
now instituting intensive training programs both for the 
few experienced credit people they now have and for per- 
sons on their staff promoted to credit positions. 


kkk 
FURNITURE AND JEWELRY store collection ratios 
on instalment accounts were unchanged in August at 22 
per cent and 23 per cent respectively. At household appli- 
ance stores the August collection ratio was 42 per cent; a 
month earlier it was 43 per cent. 


xk*e* 

BUSINESS OBSERVER with remarkable record for 
accuracy has this to say, “The short term outlook is good; 
long term, wonderful.” But in between, anything can 
happen. We should be ready for anything in the way of 
balancing supply and demand, with resulting price adjust- 
ment. 
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GUARD YOUR CREDIT 
AS A 


SACRED TRUST 














Discourage 
Long Credit Terms 


ITH THE END of Regulation W, November 1, 1947, some 
credit granters may endeavor to increase sales at the expense 
of sound credit. 


There is no valid reason at this time for granting abnormally 
long installment terms. Some durable merchandise is still scarce, 
and until such time as production exceeds demand, long credit terms 
are not justified. It is realized that each sale must be handled on its 
merits and that uniform terms are not always possible. It will be 
well, however, to have your firm approve a credit policy that will 
give you latitude in building sales—but on a sound basis. 

In the extension of credit, it is desirable to keep before you the 
importance of educating your customers to “Buy Wiaisely—Pay 
Promptly.” 

Competition in credit terms may encourage many customers to 
go into debt beyond their ability to pay, with the eventual result of 
increasing collection expense, repossessions and bad debts. 


More than at any time in the past six or seven years it is 
advisable to obtain essential information from the customer seeking 
credit accommodations. Customers who opened accounts during the 
war, and particularly if the accounts have been inactive for the past 
year, should be checked through the Credit Bureau, because the 
-arnings status of many has changed. 


Don’t hesitate to request the necessary information on which to 
base credit approval, and by all means check every applicant for credit 
through the Credit Bureau. 


An wvestment in credit reports NOW will eliminate trouble and 


expense in the future. 
i, [Lar 


L. S. CROWDER 
General Manager-Treasurer. 


























